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ABSTRACT

The objective of this study, “ Services Marketing Mix Factors Affecting the Selection of
Customs Brokers for Companies in The Northern Region Industrial Estate Lamphun Province”,
was to investigate the service marketing mix factors which affected the decision of companies
in Lamphun province in using customs brokers, including the problem in using the customs
brokers.

The study was conducted by using questionaire with the population of 47 companies
located in The Northern Region Industrial Estate, Lamphun Province. The collected data was
analyzed by using descriptive statistical techniques i.e. frequency, percentage and means.

The results of the study indicated that the respondents were mainly importing — exporting
managers, the majority of the companies were electronics companies, with registered capital
more than 100 million baht. The companies had been in business for more than 12 years. In the

study period, the average value of importing and exporting was more than 20 million baht per



month of most companies. In terms of documents produced, it was more than 40 documents per
month. The air transportation was mostly used for importing and exporting.

The majority of the companies used services from customs brokers to do customs for
them. The number of customs brokers used was 1 —2 companies or more than 6 companies.
The branch of customs brokers office which they used was located in Chiang Mai province.
The decision for the selection of customs brokers was done by the managing director of the
company, the second decision maker would be the importing — exporting manager.

The service marketing mix factors that affected the selection of customs brokers were
process factor, followed by people or employees, price, product, place, physical evidence and
marketing promotion factors, respectively.

The sub-factors that affected the selection of customs brokers and indicated at the most
important level were the customer information was kept confidential, problems were solved
rapidly, product security during the shipping process, respond and efficient problem solving,
convenient contact between the customs broker office, the process time, puctuality, the customs
broker’s knowledge in the customs regulation and customs process, the appropriate fee rate and
the process monitoring, respectively.

The average score of problems in services for the whole picture indicated less
problem. However, the problems which indicated very important were non-standard service , no
damage guarantee from the customs broker, incomplete service cycle, inappropriate fee rate, and

the insufficient transportation vehicle.



