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ABSTRACT

The objectives of this study, “Service Marketing Mix Factors Effecting Handicraft
Exporters Selection of Freight Forwarders in Ban Thawai Handicraft Center, Hang Dong District,
Chiang Mai Province”, were to investigate the marketing mix factors which affected the decision
of handicraft exporters selection of freight forwarders in Ban Thawai Handicraft Center, Hang
Dong District, Chiangmai Province, including the marketing strategic planning in serving
satisfaction of handicraft exporters. The study was conducted by using a questionnaire survey
through the population of 222 handicraft exporters that the collected data was analyzed by using
descriptive statistical techniques. |

This study found that the most respondents were female aged between 29-39 years old.
Most respondents had marriage status and graduated bachelor degree. Most respondents run their
own business with medium enterprise. They had experiénce between 7-10 years for wood
handicraft which earned income between 500,001 — 1,000,000 baht per month and exported less
than 4 years. They exported to European countries such as England, Italy, France, German,

Denmark, Norway and Switzerland. Most export products were cupboards and beds that



generated incomes between 5,000,001-10,000,000 baht. The exported expenditure was about
50,001 — 100,000 baht by shipping.

The result shown that all services marketing mix factors of product factor, process factor,
place factor, physical evidence factor, price factor and people factor had mean at more
importance level except promotion factor had mean at moderate level.

The 3 highest average ra:nking of product factor were having sending service to
customers, having safety and fashionable container and having standard packaging, accordingly.

The 3 highest average ranking of price factor were to set price for transportation charge
service, to transfer money payment service and to inform transportation charge service in term of
document, accordingly.

The 3 highest average ranking of place factor were convenience for transportation, agent
services in local area, convenient entry for warehouse, accordingly.

The 3 highest average ranking of promotion factor were documents, fold documents,
promotion and other services, promotion through radio, newspaper and internet which are
intermediate level.

The 3 highest average ranking of people factor were reliable and honest staff, service
mind for solving problem and fast service, accordingly.

The 3 highest average; ranking of physical evidence factor were correctly and safety
sending to receivers, safety system for goods and fast service, accordingly.

The 3 highest average ranking of process factor were enough staff for service, good
insurance, clearly and not complexity in term of process and condition of the contract,

accordingly.



