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ABSTRACT

Internet Busines~ in Chiangmai ProvipceTitle Cy~rrnarketing and

Nu1f TaechapongsakitBy

Degree M~er of Business Administration

Major Field BusiPess Administration

d/JChainnan, 'Ihesis AdviSory Board

(Assistant PI~t~~=~ ~;1~iri)

The ob~ectives of this research were to ~udy the consurnptipn of Internet in

Chiangmai Jrovince r~lative to demand, knowle~e, understanding ~d behavi,

2leIs the f~ctors influencing consumers the rend iJ lserl n

mer problem~

Five hqndred samples were selected tfsing multi age r~d

lEre co11ecte~ by means of questionnairesle data le questionnaires ~ere d

16 ~asesmiversitiesthree qr 234 cj3ses of Internet system users ;erne)upS

andsyste: 3) 250 cases of Int~et system nor;USerf in cornpapies, )~S le results

are as fl

1) 'bel study of demand knowledg+, understanding a1\td behavior c

consumers ill universit~es detennined that these cons¥mers initially recei*ed infOJ

about the In';emet syst+m from their friends, For thes~ consumers the m$t usel

servic in 1995 was tjhe electronic mail (E-mail) service These consuJJners us th,

lntemet syst,:m for an I average of one hour per day I They 1mew that Inieme )videu

offered bern access tol educational information They I were also intereste~ in using the

additional ser~ces tha~ Internet-providers offered via ~he Internet system) Discoun~ on

purchases or ~)ales wer~ motivational in encouraging t~ese consumers to b~come users

an Internet S}'f;tem. Confurner behavior was not depend$nt on gender
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The !Internet system .1Sers in companies initially rec~ved information

about the Irltemet sy~em from the newspaper. For th4se consumers, the riost widely used

service in 1996 was t~e electronic mall (E-mall) servige. They knew that ~temet-providers

offered them access t9 information about business. Th~e consumers prefe~ed the Loxinfo

Company. ]~ited b~cause of its good ~eputation ~d trustworthiness! Most of them

preferred the Special pr Premium Graphics package.! They decided for ~emselves what

Internet seJvices to ~e. The most important aspect Ito these consumers iwas satisfaction

with Intem,et system 1erviceS. Consumer behavior wa.1 not dependent on ~nder.

Tht non-users of Internet system ~ervices were awar~ of the Internet

They weresystem and had initi~y received infonnation about it from their frie*ds

interested irl the electr~nic mail (E-mail) service more ~an any other servi~es. In addition

Tttey
they wanted to usei the Internet system for d$erent services. knew that

lntemet-pro\'iders offe~ed them access to educatio*~ information Th~y wanted the

additional sE~rvices Wh1 ch Internet-providers prOvided l via the Internet sy t em. Consumer

behavior wa:, not depe dent on gender.

2) Th1 study of factors affecting the fatisfaction of Intern~t system users

In luniversitif3S deterrnifed that the three most irnPo~t factors were aftI~r-sa1es service;

convenience and ease tf use; and, availability of servic~ such as E-rn ail, ~ ' etc. There

were six factors affe~g satisfaction at a high level: m~nthly fee; method ~d conditions of

payment; equipment ~rice (such as the price of a Imodem); dealer; s~ce provider's

advertising and public ~elations; and, additional service$ available

Thete was only one important fpctor affecting be I satisfaction of

lntemet system users iri companies, convenience and e$se of use There wsre seven factors

affecting satisfaction atl a high level: dealer; availabili~ of services such asl E-rnail, WWW

I

etcl after-sales service; I method and conditions of paWnent; additional set!vices available

monthly fee; and, servi~e provider's advertising and P~lic relations. The ~actor affecting

satisfaction at a median I level was equipment price (suc~ as the price of a II1~dem,
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TheI~ were four important factors ~cting the potentia11 satisfaction of

Internet system nonuse~: after-sa1es service; convenienpe and ease of use;1 availability of

services such as E-mail, ~, etc.; and, monthly fee. ~e five factors affectipg satisfaction

at a high level were rnet~od and condition of payment; ~quiprnent price (su~ as price of a

modem); dealer; service provider's adveItising and publi~ relations; and, ad~tional services

available

3) The I studies indicated that most I university cons~ers who use

Internet system servicesl have graduated with or were ~udying for a bach~tor degree and

are instructors or office* in the university. They prefeved membership ",1th the Saman

Company, Limited. The~ took about 15 months to evalqate and make this I~ecision. Moot

consumers in both universities and companies wanted a Ibetter system of lnt~met services.

Most Inon-users had also graduated ~t,h or were studyin~ for a bachelor

degree. They preferred ~embership with the Loxinfo ~ornpany. Limited. they also took

about 15 months to eva1~ate and make this decision. Th~y were interested inl the use of the

Special Graphics packa~e more than the Premium qraphics package, t*e use of the

Jntemet for an average lof one to two hours a day ~d also wanted to ~e additionaJ

company services on thel Internet system

4 The ~roblems of users in universiti~. companies a.'1d ~onusers were

determined in this stu4y as well. The major reasons I consumers did no~ want to use

[ntemet system services Iwas the high price of equipme~t (such as the pri~ of a modem)

The lesser reasons were the expense of services, the limited number of main ~rograms, and

the complexity of payrne~t.


