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BUSINESS OPERATION AND ENVIRONMENTAL IMPACT TOWARDS SMALL AND
MEDIUM SIZED MAINTENANCE SERVICE ENTERPRISES IN CHIANG MAI PROVINCE
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Abstract

This study was on the business operation, including 4 business functions: management,
marketing, service operation and finance as well as business environment impact towards small
and medium sized enterprises (SMEs) in maintenance service sector in Chiang Mai Province. The
samples in the study were SMEs in maintenance service sector that registered with the Department
of Business Development, Chiang Mai Province. The sample data were collected from 10 cases
of in-depth interview and 65 questionnaires. The result showed that most of the entrepreneurs
were running their enterprises as sole proprietorship. On average, they had been operating for
more than 4-6 years. The number of the staff ranged from 1 to 10 persons. Most of the
entrepreneurs did not obtain neither supporting nor assistance from any organization and they
did not have any award or standard certificate.

Concerning management, most of the entrepreneurs had planned ahead and paid most
attention to management. Planning on each function was for short term (1 year or less). They
moderately followed their plan. Most of businesses did not have official organization structure.

Concerning service operation, most maintenance service businesses in Chiang Mai had the
capacity to serve about 26-50 customers per month. They acquired most materials and spare

parts from suppliers in Chiang Mai Province. The criteria in selecting the suppliers were quality of
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materials and spare parts. They had quality testing and controlling system for the service operation
after jobs were done.

Concerning accounting and finance, total value of the assets owned by the entrepreneurs
(excluding land) accounted for about 1 — 2.5 million Baht. On average, total annual sale was less
than 1 million Baht and the profit margin was approximately 6%-10%. The capital was mostly
from the owner. Most entrepreneurs borrowed about 0.5 - 1 million Baht.

Concerning marketing, the customers had equipments or cars fixed while they were still
under warranty. Most entrepreneurs used the mark-up price method. They had 3 month warranty
after the service. Most of marketing promotion was public relation although the entrepreneurs
paid less attention to it.

The operation of maintenance service enterprises in Chiang Mai was affected by general
business environment as analyzed by PEST Analysis at moderate level. The highest level of impact
was from countrywide economic factor.

Moreover, the overall impacts affecting the industrial competitiveness by applying Five
Force Model were at high level. For auto service enterprises, the highest average level of impact
was from the threat of substitutes including car dealers with complete service center. For computer
and air conditioner service enterprise, the highest average level of impact was from the threat of
existing competitors.

Internal factors contributing to the success of the businesses were 1. Skilled and profes-
sional personnel; 2. Good services; 3. Convenient location and outside services offered; 4. System
of keeping good staffs; 5. Adequate working capital and low-interest capital; 6. Good accounting
system and expense control system; 7. Follow-up service; 8. Honest service; 9. Speedy services

and accurate time of service being informed; 10. Accurate service charge estimation.

Keyword : Maintenance Service, Operation, Business Environment, Chiang Mai
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