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Research Title : The Study of Impacts of Consumers' Dissatisfaction
| Towards After—Sale Services of Electrical
Appliances on Their Complaining Behaviors in
the Bangkok Metropolitan Area
Researchers +  Rosechongporn Komolsevin, Ph.D.
Terapon Poorat

Year : 1992-1994
Abstract

This study aims to in%estigate consuﬁers‘ complaining
behaviors towards after—sale services of electrical appliances.
These services are divided into three categories:

1. Product warranty;

2. Service provision;

3. Service personnel.

Three hypotheses are formulated as follows:

1. Well~-educated consumers will commit more of the
coﬁplaining behaviors when feeling dissatisfied with the after-
sale services than poorly;educated onés.

2. Consumers in a wealthief household will complain
more when feeling dissatisfied with the after-sale services than

those in a less wealthy family.




3. Highly-dissatisfied consumers will commit higher
levels of complaining behaviors than less dissatisfied ones.

The sample of this study included.SOO households of five
districts in Bangkok Metropolitan area: Thonburi, Bangkapi, Bang-
khaen, Ratbhurana, and Ladkrabang. A hundred households were
selected at random from each district.

The head of each household was interviewed using a ques—
tionnaire, 467 of which {93.4%) were valid for futher investiga-
tion.

Data analysis reveals the following findings:

1. Weaithier and well-educated consumers tend to
complain more when feeling dissatisfied.

2. There exists no difference in terms of complaining
behaviors among the consumers with various levels of dissatisfac-

tion with the after—sale services of electrical appliances.
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Abstract

This study aims to investigate consumers' complaining
behaviors towards after-sale services of electrical appliances.
These services are divided into three categories:

1. Product warranty;

2. Service provision;

3. Service personnel.

Three hypotheses are formulated as follows:

1. Well-educated consumers will commit more of the
complaining behaviors when feeling dissatisfied with the after-
 sale services than poorly-educated ones.

2. Consumers in a wealthier household will complain
more when feeling dissatisfied with the after-sale services than
those in a less wealthy family.

3. Highly-dissatisfied consumers will commit higher
levels of complaining behaviors than less dissatisfied ones.

The sample of this study included 500 households of five
districts in Bangkok Metropolitan area: Thonburi, Bangkapi, Bang-
khaen, Ratburana, and Ladkrabang. A hundred households were
selected at random from each district.

The head of each household was interviewed using a ques—
tionnaire, 467 of which (93.4%) were valid for futher investiga-

tion.



Data analysis reveals the following findings:
1. Wealthier and well-educated consumers tend to
complain more when feeling dissatisfied.
2. There exists no difference in terms of complaining
behaviors among the consumers with various levels of dissatisfac-

tion with the after-sale services of electrical appliances.
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AVINRNHANR A WIRNHB IR U YFUY T A ududn (F=.231, p> O5Um F =
1.105, p > .05 $NRIAY)

2. myusn

=AUA MBI TR NN a4 liBM TS A T eYe vBud
urztamaTa e inad I RIUNA N (T = 2.262) MIT1ATIE Maltiple
Regression (1774 14) Wy 1ﬂﬂﬂawu§uﬁuﬂaﬂ1qﬂﬁbﬁﬁﬁﬁﬁzmdﬁﬂﬁdunzawq
N aiuA Mo M wmutmyze i (F = .01837,
p > .05) aghvisfisy A INNRUS T e guRz e R Re RN TS N Y
aduihuszLamafaedwin. fusy (r = -.0263; p > .05)

HRYBIMTI LR ey TUTI {Analysis of Variance) ¥7n0
AIIN 15 Uaz 16 Wiy Wiee seium e iflaaduiudes «ipamdniy
M ReneR/ uifwaeun Iuimyma s (F = 1366, p > .05 uas

F=.191, p > .05 aWa"¥y)
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3. yensifulng

xR e R at (iRayRa N TSN Trae U
Uﬁ:xnnLﬂ?ﬂﬂ%ﬂiﬂﬁwaﬂﬂﬁvaéﬂﬂwuﬂanq (X = 2.470) myhiamed Multiple
Regression (714 17) wrihriifiaudidfudadoiiisamdiyyewireiuey
1NnENEIBEY Mum udeme i Malteeirysain it mden Ty
(F = .12087, p > .05) ath<lafny draradiifusszniiamguazasdioe
Wuyenn it e duinue: imedasibudn iy (c = -.0691;

p > .05)

HIMITLATIZHR AT (Analysis of Variance) 3101314
19 w1 Ty luaz =Moo Wil wdiidas s Waiua e /
1&ﬂ1waﬁa%uqnawn1ﬁ1ﬁﬂ?n11 (F = .896, p> .05 ﬁaz F = 2.346,

D > .05 fMa"HY)
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@17 1
Nﬂﬂ}ﬂﬁﬂﬁﬂﬂ??LﬂT?xﬂﬂW?ﬂﬂﬂBﬂ ( Multiple Regression) 2311191ﬂﬁﬁ

AURIHENR /A R HEAR M TS UL Y AU Y LML RSB IR

Multiple R . 18066

R Square .03264
Adjusted R Square 04274

Standard Error . 75000

Analysis of Variance

DF Sum of Sguares Mean Square F Value

Regression 1 6.77517 ' 6.77517 12.04470%%%
Residual 357 200.81323 .56250

Variables B SE B Beia T Sig T
Age -.01363 3.92875E~-03 -.18066 -3.471 . 0006
(Constant) 2.13188 14416 14.788 0000
Note: R=466

*kkp < .00%
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#177% 12

HANUMTTLATIEARINUYTYIIY (Analysis of Variance) Tewine@myssw il

uasATINRIHENR /AN TR NENR UM T U SuBud 9B 93U Ut Lan L AS e Wi

Source of Sum of DF Mean F Significant
Variation Squares Square of F
Main Effects .266 2 .133 .231 794

INCOME .266 2 . 133 .231 .794
Explained .266 2 .133 .231 .794
Residual 205.522 357 576
Total 205.788 359 .573

Note: N=466
p > .05
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¥ 13

WRRUM YT LATI2RIIMIUTYTIN (Analysis of Variance) Tewinguusmy

ﬁﬂﬁﬁuazﬂﬁﬁuﬁﬁﬂﬂﬂq/ﬂ?1N1ﬂﬂ€HBﬂQ1un75§ﬂﬁizﬁuﬁuﬁ1ﬂBﬁﬁuﬁﬁﬂi:lﬂﬂLﬂéaﬁ

I

Source of Sum of DF Mean F Significant
Variation Squares Square of F
Main Effects 1.269 2 .635 1.105 .332

EDUCATION 1.269 2 635 1.105 .332
Explained 1.269 2 .635 1.105 .332
Residual 211.829 369 574
Total 213.098 371 574

Note: N=466
B > .05
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AN 14

WA TUIBIN I TIAT=WNII0A0BY (Multiple Regression) TvwinN@Miiy

AuAeNDIR /8N R NB R M IS M YIS AN YT Lo LA e d e

Multiple R

R Sguare

Adjusted R Square

Standard Error

.00717
.00005
~. 00275
. 70540

Analysis of Variance

DF Sum of Squares Mean Square F Value

Regression 1 00914 .00914 .01837
Residual 357 177 .63785 .49759

Variables SE B Beta T Sig T
Age 5.007924E-04 3.69510E~03 7.1728E-03 .136 .8923
(Copstant) 2.24458 . 13559 16.554 .0000
Note: N=466

p > .05
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BT 15

WRETUNMTTLATIERRIMIUTYIIM (Analysis of Variance) TewinNéiuys

W URANRWDI /A1 IRNEII W TUS N T AT U L AT ae Wi

Source of Sum of DF Mean F Significant
Variation Squares Square of F
Main Effects .955 2 477 .954 .386

TNCOME .955 2 LGT7 .954 .386
Explained .955 2 ATT .954 .386
Residual 178.530 357 500
Total 179.484 359 500

Note: N=466
p > .05
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17 16

waaqumﬁ LATIEHR YT {Analysis of Variance) J=wie#uys

ﬂ?iﬁﬂﬁﬁuﬂzﬂﬁﬁuﬁﬁﬂﬂﬂﬂ/ﬁl7N1ﬁﬁﬁﬁﬂﬁ?1ﬂﬂ11ﬂ%ﬂ7?ﬂﬂﬁa%ﬁﬁﬂﬁtLﬂﬂtﬂ%ﬂﬁ

i

Source of Sum of bF Mean F Significant
Variation Squares Square of F
Main Effects L1919 2 .0%%6 RN .827

EDUCATION .191 2 .096 .19 827
Explained 19 2 L0986 .191 .827
Rasidual 184 .948 369 .50
Total 185.140 371 . 499

Note: H=466
p > .05
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#1917

HRFTUERSMTIATIZWNI0R0PE (Multiple Regression) TEWiNDY

flurafiensia /mw iR uyea s myzosduinus: Loniadaediiuin

Multiple R 01840 b
R Square 00034
Adjusted R Sguare -.00246
Standard Error .63580
Analysis of Variance

DF Sum- of Squares Mean Square F Value
Regression 1 .04886 . .04886 . 12087
Residual 357 144 31477 40424
Variables B SE B Beta T Sig T
Age 1.157898E~03 3.33054E-03  .01840 .348 L7283
(Constant) 2.42943 . 12221 19.879 .0000

Note: N=466

p >-.05




#1974 18

HRSTUM YT ATIEIRMUTYIIN (Analysis of Variance) Jewinef T

uazﬁaﬁuﬁqwaﬂa/ﬂq1u1ﬂﬁ@wa%a1uuaa1nsﬁ1ﬁu%nwiﬁaﬁauﬁ1U7zLnﬂLﬂ?ﬂﬁ%ﬁiﬂﬁw

Scurce of Sum of DF Mean F Significant
Variation Squares Square of F
Main Effects 731 2 .366 .8%%6 .409

INCOME .731 2 . 366 .89%6 .409
Explained .731 2 L 366 .896 .409
Residual 145,660 357 .408
Total 146.392 359 .408

Note: N=466
B> .05




#1719

HAFYUNIITLATINHRIMMUTYTIV (Analysis of Variance) Tewiteduysms

Aneuszaafenate /e iReneta e insifusn Tea Bz LamL s

wWwih

Source of Sun of DF Mean F Significant
Variation Squares Square of F
Main Effects 1.873 2 .936 2.346 .097

EDUCATION 1.873 2 .936 2.346 097
Explained . 1.873 2 .936 2.346 .097
Residual 147,291 369 .399
Total 149.164 371 402

Note: N=466
p > .05
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