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ABSTRACT

Title : Consumer Attitude and Factors Influencing Toward Selecting

The Maintenance Outsourcing Service

Student : Miss Nawipun Hae-karn

Level of Study Master of Business Administration
Major : Business Administration

Advisor : Dr. Urasa Buatama

Having Maintenance Outsourcing Service has been interested by many
foreigner companies that are located in Thailand because maintenance machines is
a kind of job that needs more time to train for new staff to have more skills and
experience. But the course of training is high, moreover making a decision on having
maintenance outsourcing is based on many aspects. Therefore, the way executives-in
a company make a decision for selecting maintenance outsourcing is a very interesting
topic. This study is aimed to investigate customer attitudes and some aspects that
influent them in choosing Maintenance Outsourcing Service. The purposes of this
investigation have been established. Furthermore, problems and customer needs has
also been studied. The investigation is based on data collecting using questionnaires by
interviewing from 40 automotive companies that located in Eastern Seaboard Thailand.

For the result, most of the company haé invested more than 150 million baths
and they are mostly Japanese or American companies. The average of machines
operated period is in the most efficiency mode. The companies can be separated into
two groups. The first group is 19 companies that never used Maintenance Qutsourcing
Service. This group of companie does not have policy to use and does not have any
budget. Their maintenance staff can work very well too. Moreover, their machines are
not operating at fully capacity, so machines can stopped for maintenance and machines
are under warrantee. The second group is 21 companies that has used Maintenance
Outsourcing Services. An average of having a maintenance services is 1 year and 2

months. The reason why they need to use an Outsourcing Maintenance Service is their



maintenance staffs are not good enough and not so good skill. Therefore, companies
made a decision to use an Maintenance Outsourcing Service. The purpose are to
increase efficiency of their core business works, to have more time for other plans and to
make their companies grow ever faster. The problem after use an Maintenance
Outsourcing Service are as follow : 1. very difficult to ask for services , 2. Maintenance
Outsourcing staff is inefficiency and lack of experience and 3. the quality of their job is
not good enough.

This study suggests that the staff from Maintenance Outsourcing Service
company should have enough skills in fixing machine or solving problems that might
happen. They should have more experience in working with the same kind of machines
that they are fixed, should have good plan and have clear steps of working to make their
works go faster. Moreover, the costs of the service should clear and be separated into
details, so that their customer have a better idea in their agreement. Having a fix place
for guarantee their services. Futuremore, the Maintenance Outsourcing Service should
have an advertisement for their jobs and benefits in having its services. For example, if
a company want to have a services to reduce invest, their should show how customer
have to pay for Maintenance Outsourcing Service in term of numbers that also show the
comparison between having their own maintenance and having maintenance

outsourcing service, can show that how much the company gain and loose their money.
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