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Abstract

The objective of this independent study was to study Dealer Satisfaction Towards
Services of Synnex (Thailand) Public Company Limited, Chiang Mai Branch. Data collection
was conducted through the distribution of questionnaires to 81 dealers. The Statistical

techniques used were frequency, percentage, and means.

Most respondents from the study were male, who were 31-40 years having a bachelor
degree and they were owner of the business. The result from this study showed that a person in
the company, who most influenced the decision whether the business will become a computer
accessories dealer, was a managing director. The person who most influenced distributor
selection was a marketing director. And in most cases the person who made final decision for
distributor selection was the owner of the business.

Most respondents were dealers who had more than 5 distributors working with, and most
of them averagely ordered computer accessories with the value of 500,001 — 2,000,000 baht and
2,000,001 — 4,000,000 baht. And the highest sale they made was from computer sets.

Most respondents from the study had been working as a computer accessories dealer for
less than 5 years. Most of products they ordered were PC components and computer sets. Most
respondents from the study had known Synnex Thailand from other business owners. Most of
them do the purchasing and paid by posted date cheque and having 30 days of a credit term from

Synnex Thailand. Most of them had 1,500,001 — 3,000,000 baht of a monthly credit to order



computer accessories from Synnex Thailand. And most decided to become a dealer for Synnex
Thailand by considering the prices of computer accessories.

The study showed that the dealers rate the overall satisfaction at the high level of average
score in these following factors; product and service, people, price, process, place, except
physical evidence and presentation and promotion that the dealers rate the overall satisfaction at
the moderate level of average score.

The most three satisfactions from the dealers towards the following factors; product and
service of Synnex Thailand were quality, modernity and reputation. For pricing, the dealers most
satisfied with product prices, receipt design and the varieties of prices. For place, the dealers were
most satisfied with delivery provided, time period spent in delivering products, convenience in
ordering products via telephone and email, convenience in contacting Synnex and quality of the
product delivery. For promotion, the dealers were most satisfied with varieties of promotions,
discount and quality of after-sell service. For people, the dealers were most satisfied with
friendliness and personality of sales persons and equity in treating staffs. For physical evidence
and presentation, the dealers were most satisfied with the reliability, reputation and the year
operated of Synnex Thailand. For process, the dealers were most satisfied with the right
categories, types and numbers of products delivered, documents and service.

The most three problems of Synnex Thailand service quality found by the dealers were
that Synnex had no example products for free trail, products were often run out of stock and there

was no spared product for temporarily use while sending broken products for a repair.



