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ABSTRACT

The purposes of the research were to : 1) study personnal factors, behaviors for using
the services, customers’opinions on management and factors for using the services at the internet
shops; 2) compare the customers’ opinion on the internet shops management; and factors
affecting the decision-making to use the services classified by their personal factors and
behaviors of using the services; 3) the relationship between personal factors and behaviors
of using the services at the internet shops; and between the customers’ opinion toward the shop
management and the decision-making to use the services at the shops. The sample group
consisted of 400 customers in Ayutthaya Province. Statistical analysis was performed in terms
of percentage, mean, standard deviation, t-test, F-test, the Chi-square test, and Pearson
Product Moment Correlation Coefficient (PMCC). Statistically significant level was set at .05.

The results revealed that most customers were male at the age between 15-19 years.
They were students in high schools or vocational colleges. There were about 4 family members
in their families. Their monthly income was below1,000 baht. Most of them came to play games
during 3.01 to 6.00 pm. They often came to the shops on weekends and spent about 31-40 baht
for each visit. Their opinion on the management was at the highest level , regarding planning,
organization and service attraction, while services control was viewed at a high level. The level
of decision — making for using the services was high in terms of channel of service , promotion ,
service, and personnel,while that of product , price , location and facilities , and service procedure
was at the highest level. Differences in gender, age, educational background occupation, number
of family members and monthly income yielded a difference in the customers’ management.
Differences in type, date, time of services, and expense for each service resulted in different
factors in using the services at the internet shops. Personal factors of the customers related to
behaviors in using the services. The customers’ opinion on management related to the factors in

using the services at the internet shops.



