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This thesis investigates the behaviors of Internet users in Bangkok
Metropolis engaged in purchasing products and services by means of e-commerce
transactions. Considered are the factors impinging upon decisions to engage in
this type of commercial activity. Finally, the researcher has framed an equation
that can be used to forecast decisions to purchase products and services by means
of e-commerce by Internet users in Bangkok Metropolis.

The sample population consisted of residents of Bangkok Metropolis
who were eighteen years of age or older and who had previously used Internet

services. These respondents were selected by means of an application of the

(8)
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method of purposive sampling. The instrument of research was a questionnaire
sent by e-mail to recipients selected from a database.

The data were analyzed using the Statistical Package for the Social Sciences
(SPSS) for Windows computer program. The techniques of descriptive statistics
used by the researcher were percentage, mean and standard deviation. Additionally,
the researcher used the techniques of correlation coefficient, multiple regression
analysis and stepwise selection of predictor variables.

Findings are as follows:

In regard to the behavior of these selected Bangkok Metropolis Internet
users, it was found that the most frequent time the Internet was accessed was
between 20:00 and 24:00 hours. From five to eight hours daily were typically
spent in accessing the Internet. The respondents preferred to access the Internet at
their place of residence. The activity in which they most frequently engaged
was on-line chatting. Next in descending order of frequency were electronic
mail (e-mail) and searching for information on favored websites. These websites
had been found by using search engine classification schemes in accordance
with which sites were differentiated by function. Thus, these Internet users were
familiar with websites corresponding to their interests because of having conducted
searches using search engine programs. The types of products and services
preferred in making e-commerce purchases were products and services that

can be downloaded.

The characteristics of the factors affecting decisions to make such purchases

were in descending order as follows:

9)
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The most influential factor influencing decisions to purchase concerned
marketing mix and price. This factor involved considerations pertaining to
price reductions, the setting of prices for products, and whether the services
on offer were of sufficient quality. Next in order of importance came opinions
concerning the quality of the products and services on offer, products that
could be downloaded, products that could not be downloaded, and preferences
for services provided through e-commerce.

In regard to opinions concerning support from the government in order
of importance, the respondents held that the government should support the
education of all interested people in e-commerce, computers and the Internet
to the end of making the e-commerce system well-known throughout the country.
The government should promote the fuller development of infrastructure pertinent to
the basic technology utilized in the Internet system. The government should
promulgate laws to protect consumers through stipulating legal criteria for
assessing the quality of providers, products and services available through
e-commerce. Finally, respondents were of the opinion that the government
should promote means whereby interested entrepreneurs can obtain basic
knowledge of the administration and management of businesses on-line.

In regard to issues of morality and practical use vis-a-vis e-commerce,
in order of importance respondents urged maintaining strict security measures
governing private or secret information, the safe delivery of products and
services, means of making payments, reliably receiving after-sale services,

and being able to obtain binding warranties. Next they were of the opinion that

(10)
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e-commerce systems should be stable and capable of quick responses. In sequence,
they urged promoting point systems for reward redemptions, trustworthiness
in commercial websites, protection from viruses and spam mail, the giving of
| gifts, and the holding of lucky draws.

Regarding opinions of distribution channels or locations, respondents
believed that product and service information should be easy to understand, clear
and complete. Information should be constantly updated regarding products
and services, money transfers through banks, postal deliveries of products, and
call centers. Home pages should be interesting. Clear and complete information
should be directly provided by company employees regarding methods of
delivery and whether payments should be made at delivery or by postal money
order. Company employees should also provide information in the form of
portals for frequently asked questions (FAQs) pertaining to whether personal
checks, cashier checks, credit cards or cash can be used for making payments,
how organizational contacts are notified, whether customers must pick up the
products themselves in addition to providing telephone numbers of organizations
providing products or services and the website’s board members.

The researcher has concluded that in the future, Internet users will tend
to purchase products and services through e-commerce at a high level provided
there are improvements in influential factors affecting consumer behaviors in
this connection.

In descending order of influence as reported by respondents, the

factors affecting consumer decisions to purchase products and services through

(1D
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e-commerce systems are as follows: government support, age, distribution channels
and locations, products, and promotions. These five factors are explanatory of
46.2 percent of variations in decisions to engage in e-commerce on the part of
respondents at a statistically significant level of 0.01.

The forecast equation governing decisions to purchase products and
services through the system of e-commerce by Internet users in Bangkok
Metropolis is given in raw score and standard score forms as follows:

Y = 0.581 + 0.528government + 0.174age + 0.162place + 0.132product

— 0.127promotion
Z' = 0.454government + 0.405age + 0.128place + 0.089product

—0.213promotion
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