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THE EFFECTS OF SERVICE MARKETING FACTORS: PEOPLE,
PROCESS, PRODUCTIVITY AND QUALITY, AND PHYSICAL
EVIDENCE DIMENSIONS TOWARD BUYING DECISION OF
MUTUAL FUNDS INVESTMENT
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Abstract

The purpose of this study was to measure the effect of service marketing
factors: people, process, productivity and quality, and physical evidence dimensions

toward buyer behavior decision making of mutual funds investment. This study applied
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the Cronbach alpha coefficient to measure reliability and found reliability 0.8286 of pilot
study.

The results of this study indicated service marketing factors at a grand average
of 4.40 and standard deviation of 0.557. Process factor had the highest mean score at
4.49 and S.D. = 0.569 and the lowest mean score was process factor ( x = 4.41, S.D. =
0.571). Result of hypothesis found that service marketing factors were related with
decision making in buying behavior of mutual funds investment at statistically significant

at 0.05 level.

Keywords: Services marketing, Buying decision process, Consumer behavior,

Mutual fund
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