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Trinapakul, Wasin. M.B.A., July 2013, Graduate School, Bangkok University.
Service Quality and Logistic Operation Relating to Drug Store Entrepreneurs' Satisfaction who
Use a Service and Buy Products from Distributors delivering products by Dealers. (87 pp.)

Advisor : Nittana Tarnittanakorn, Ph.D.

ABSTRACT

The objective of this study is to study the service quality and operation on logistics,
relating to the drug store entrepreneurs' satisfaction who come for a service and buy health
production from the distributors using the dealer in delivering products. The sample consists of
400 drug store entrepreneurs who come for a service and buy the health production from the
distribute company that uses the dealer in sending products. The questionnaires are used as a
research tool and the multi-stage sampling technique is implemented. The statistic used for
analyzing data are frequency, percentage, mean, standard deviation, and pearson’s product
moment correlation coefficient.

The results shaved that most respondents were women aged between 41-45 years old and
had got a bachelor's degree with the experiences in running business for 10-15 years. The results
hypothesis testing found that the service quality on physical characteristic (r = 0.701) and the
responsiveness (r = 0.151), the logistic operation on the product delivery (r = 0.972), the company
image (r = 0.745), and the rapid of service and duration (r = 0.293) had a relationship with the
drug store entrepreneurs' satisfaction who came for a service and bought health production from
the distributors that used the dealer in sending products significantly at level 0.01. Moreover, the
service quality of customer care on the user (r = 0.099) had a relationship with the drug store
entrepreneurs' satisfaction who came for a service and bought health production from the

distributors that used the dealer in sending products significantly at level 0.05.

Keywords: Service quality, logistic operation, Drug Store entrepreneurs’ Satisfaction
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