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ABSTRACT
Title Cyb{erma:keting Internet Busines$ in Chiangmai Proviice and
By Nutt Taechapongsakit
Degree Maéter of Business Administration
Major Field Busihess Administration

=
Chairman, Thesis Advisory Board W'{C}“{‘“}ﬂ”’“‘“

(Assistant Proftsor Choosak Jamar\opsiﬁ)
A0 L. 197R

The objectives of this research were to ktudy the consumptitn of Intemet in
Chiangmai rovince rdlative to demand, knowledge, understanding 4nd behavi
iers 2 the fa*ctors influencing consumers the rend i 1ser n
mer problems
Five hyndred samples were selected ysing multi age ratid
€ data Jere co]JecteQi by means of questionnaires e questionnaires were d
three grups 234 cbses of Internet system users  Iniversities 16 dases eme
syste! users in compahies; and 3) 250 cases of Intdmet system nor séfs. e results

are as fi

1) 'he| study of demand knowledgé, understanding afd behavior ¢
consumers in universiqes determined that these cons{a.mers initially receiﬁed infor
about the In'ernet systém from their friends. For thesd consumers the mdst use:
servic in 1395 was the electronic mail (E-mail) sefvice These consumers us  th
Internet system for an \average of one hour per day |They knew that Interne  vider:
offered hem access to| educational information They|were also interestedd in using the
additional services that| Intemet-providers offered via the Internet system| Discounts on
purchases or sales werq motivational in encouraging tljese consumers to b#come users

an Intemnet system. Con#umer behavior was not dependént on gender
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The }Internet system Jasers in com#anies initially recaived information
about the Intemnet sysqem from the newspaper. For the#se consumers, the ni\ost widely used
service in 1996 was tl'*e electronic mail (E-mail) servicie. They knew that datemet—providers
offered them access to{ information about business. Th|ase consumers prefe*xed the Loxinfo
Company, Limited because of its good ‘Teputation pnd trustworthiness| Most of them
preferred the Special f:r Premium Graphics package.| They decided for rjhemselves what
Internet  services to uge. The most important aspect|to these consumers |was satisfaction
with Internet system #ezvices'. Consumer behavior wa4 not dependent on glender.

Th{a non-users of Internet system Fexvices were awa14 of the Internet
system and had initi*illy received information abou* it from their fn’ex{xds They were
interested in the electrF)nic mail (E-mail) service more |Lhan any other servil:es. In addition
they wanted to use} the Internet system for djherent services. Tlﬁey knew that
Internet-providers oﬁeﬁed them access to educatiox|151 information. Thpy wanted the

additional services whlch Internet-providers provided| via the Internet sy‘TLem. Consumer

behavior was not dependent on gender.
2) The% study of factors affecting the *atisfaction of Intemlet system users
in juniversities determi.*ned that the three most imponiant factors were aft}Lr-sales service;
convenience and ease c?f use; and, availability of servic+s such as E-mail, V\*WW etc. There
were six factors aﬁecﬁn*g satisfaction at a high 1evel: m4>nthly fee; method a.tl\d conditions of
payment; eguipment }?rice (such as the price of a |modem); dealer, seIrvx'ce provider's
advertising and public 4elations; and, additional serviceslp available.
Therre was only one important f%actor affecting he | satisfaction of
Intemet system users 111 companies, convenience and e$se of use There wefe seven factors
affecting satisfaction at'a high level: dealer; avaﬂability| of services such as| E-mail, WWW
etc| after-sales service;| method and conditions of payiment; additional serlvices available
monthly fee; and, servi*:e provider's advertising and pL.blic relations. The |Iactor affecting

satisfaction at a median' level was equipment price (sucix as the price of a m|odem‘
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’I'heré were four important factors aﬁ]ect'mg the potential|satisfaction of
Internet system nonuserjs: after-sales service; convenien}:e and ease of use;| availability of
services such as E-mail, MWW etc.; and, monthly fee. Tbe five factors aﬁecti|ng satisfaction
at g high level were metbod and condition of payment; 4quipment price (sudh as price of a
modem); dealer; service brovider's advertising and publid; relations; and, additional services
available.
3) The |studies indicated that most| university consumers who use
Intermet system servicesihave graduated with or were sltudying for a.baché'or degree and
are instructors or oﬁicex# in the university. They prefehed membership wjth the Samart
Company, Limited. Thej took about 15 months to evaldate and make this ubecision. Most
consumers in both univeﬁsities and companies wanted a |better system of Intérnet services.
Most |non~users had also graduated vzligh or were studyind for a bachelor
degree. They preferred #nembership with the Loxinfo qlompany, Limited. 'Jr'hey also took
about 15 months to evah*ate and make this decision. Th4y were interested in|the use of the
Special Graphics packabe more than the Premium Glraphics package, t}i1e use of the
Internet for an average|of one to two hours a day a:|1d also wanted to L)se additional

company services on the| Internet system.

4 The froblems of users in universitids, companies and fonusers were
determined in this study as well. The major reasons|consumers did notl want to use
[nternet system services Mas the high price of equipmerit (such as the pricd of a modem)
The lesser reasons were *he expense of services, the limi*ed number of main |programs, and

the complexity of payment.



