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ABSTRACT

The objectives of this study were to investigate the service marketing mix factors which
affected the decision of companies in The Northern Region Industrial Estate, Lamphun province
in using software vendors and the problems of using software and services from software
vendors. The study was conducted by using questionnaire with the population of 58 companies
located in The Northern Region Industrial Estate, Lamphun Province. The collected data was
analyzed by descriptive statistical techniques i.e. frequency, percentage and means.

The results of the study indicated that the respondents were mainly information
technology managers. Most companies were electronics companies, with registered capital
between 10 - 50 million baht. Most companies had been in business for 11 - 15 years and have
fewer than 1,000 employees. The majority of the companies are parent and branch company and
most parent companies are located in Japan.

Most companies had fewer than 100 computers, with 1 - 5 information technology staffs,
and had software investment budget less than 200,000 Baht. Most companies use accounting and
finance software, human resource management software and production management software by
purchase software package and outsource to develop software methods. Most decision makers for
selection software vendors were the general manager and the second decision maker would be the

information technology manager.



The result was found that the service marketing mix factors affecting the selection of
software package vendors were ranked from the most influential factor to the least were as
follows: product, price, process, people, promotion, place, and physical evidence, respectively.

The sub-factors that affected the selection of software package vendors and indicated at
the highest level were ranked from the most influential factor to the least were as follows:
software contained functions that match customer needs, the customer information was kept
confidential, staffs could solve customer’s problems, and software did not have errors (bugs).

The problems of using software and services from software package vendors which
indicated at high level were ranked from the most influential problem to the least were as follows:
delayed software implement, delayed after-sales services, insufficient service staffs, and delayed
services such as solving problem services.

The service marketing mix factors that affected the selection of outsource software
vendors were ranked from the most influential factor to the least were as follows: product,
process, people, price, physical evidence, place, and promotion, respectively.

The sub-factors that affected the selection of outsource software vendors and indicated at
the highest level were ranked from the most influential factor to the least were as follows: the
customer information was kept confidential, software could link to the current system, staffs
could solve customer’s problems, quick software development, software did not have errors
(bugs), quick services such as solving problem services, there were after-sales services, software
vendor was experienced, staffs were expertise in the software, and quick after-sales services.

Finally, the problems from using software and service from outsource software vendors
which indicated at high level were ranked from the most influential problem to the least were as
follows: delayed software development, delayed services such as solving problem services,
software errors (bugs), delayed after-sales services, staffs developed software slowly, staffs

unable to solve customer’s problems, and insufficient service staffs.



