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ABSTRACT

This qualitative research was aimed 1) to study customer insights of buyers
who were interested in getting home renovation and improvement services through a
website according to their customer journey towards their buying decision and 2) to
study effective touch points which affected on the buyers’ decisions towards getting
home renovation and improvement services through a website, i.e. www.g-chang.com.
The researcher conducted in-depth interviews with six participants whose ages were
between 25 and 50 years old and who were currently interested in the services and
in the line of making decision to buy a product and/or service, and also who had
purchased the services through Q-chang.com before. The result revealed that
awareness or need recognition occurred when the problems directly affected the
buyers’ living or they personally would like to solve their own problems. Besides,
differences in the buyers’ age reflected on their different searching approaches in
order to get the information. Likewise, factors affecting the buyers’ consideration or
evaluation of alternatives were advertisement attractiveness, credibility of service
provider, adequate product/service information, services that meet the need, price,
and promotion. Also, the different customers were interested of services that
affected their purchasing decisions. During post-purchase evaluation, furthermore,
customer satisfaction mostly came from appointment service and also good quality

of products that met the customers’ requirements.

Keyword: Home renovation, Home improvement, Home services, Purchasing decision

through a website, Decision making process
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[ —
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E-mail Wesite /
Landing page

) ; N\
Advertorial Web Self-Service &\\ Community . E-Mail
Social Media
Chat E-Commerce . Chat . Loyalty Program
3rd Party Sites
Search / . )
Display Ads Activation Point \\o\\\ Twitter / Social ‘ Survey
ST T covico Loy Bpansion
Events
Direct Mail Sales-Rep Sales-Rep ‘
N\ Word of Mouht ‘ Mailings
h Call Center / IVR .
' Radio
@ o ®
on Print Outdoor Demo Genter Automated Offers
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thinking/customer-journey/.
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