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Buying Behavior and Decision Making on Purchasing

the Calibration Services of Industrial Instruments
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ABSTRACT

Title : Buying Behaviour and Decision Making on Purchasing the Calibration
Services for Industrial Instrument

Student - : Mr. Jainwit Tongbai

Levei of Study : Master of Business Administration

Major : Business Administration

Advisor : Associate Professor Dr. Amnuay Saengnoree

The instrument calibration plays an important role in manufacturing industries for
quality assurance and international acceptance. it is required to ensure that the
instruments used in the manufacturing lines are qualified and have the adequate
competency tc contiibute in  the production of parts in compliance with customers
requirementi. Fuither, calibration was assigned as one of the element in ISO 9001:2000
requirement. As a result, the calibration business nas become the key player tc serve
the industry’'s need leading to increase in the number of laboratories enrolling and
requesting for accreditation. Thus, this research attempts to study the buying and
decision making behaviour of customers while purchasing the calibration services for
industrial instruments. The study has been extended to understand the customer's need,
especially after-sale service. The data collection was made through e-mail and
questionnaires which were put forward to the industrial factories in Bangkok
Metropolitan, the Greater Bangkok and Ayuddhaya province, totally 91 samples.
Descriptive statistics has been employed to the inquires and the Multiple-Regression
Technique has been used to obtain correlation amcngst dependent and independent
variables.

The research investigation showed the usual instrument which the companies
send for calibration are Temperature aﬁd Humidity type.Most of the time the source of
information for decision makers are one to one communication with the sales person.

The organizations which were sampled for investigation were mostly using calibration



services provided by National Institute of Metrology of Thailand. The major factor which
influences the buyers to make the decision on purchasing the calibration services is
calibration laboratories get ISO 17025 certification for quality.

For after sales service , the most satisfactory item is the responsiveness of
service clerk and salesperson to customer's complain and feedback. The correlation
study of variables analyzed by using the Multiple-Regression technique shows that the
numbers of calibration laboratories from which the calibration services were purchased
by the factories varied by four respective factors: the number of instrument types sent
for calibration , the distribution channels provided by calibration laboratories , the brand
awareness in such calibration laboratories, and the quality accreditation to laboratory by
certified body.

The bottom line is, for developing the calibration business it is required to
expedite the accreditation of the calibration laboratories ,to expand the calibration
service capability io various instruments especial for Temperature and Humidity’
instrument and promote the distribution channel of one to one communication ‘with the

customers.This will serve the interest of both, the customer and the supplier.
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