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ABSTRACT

The purpose of this research was to study the factors affecting the satisfaction of logistics
service quality on the distribution of major surgery equipment in Thailand. The results can be
used to develop and adjust the service quality in logistics for distributors. Besides, the involved
medical centers need to understand and realize the importance of such activities.

This study focused on large hospitals in Thailand, which consisted of 595 units. With a
sample size of 240, the data were collected by using questionnaire technique, which used the idea
of service quality a main concept in the research. The data were then analyzed using econometric
research tools; specifically the Logit and Probit Model approaches.

The result showed that most large hospitals have been established more than 15 years and
the number of their beds is between 100 — 300. By comparing the results from the Logit and
Probit Model, it can be concluded that the factors affecting the satisfaction of logistics service
quality, in the distribution of major surgery equipment in Thailand, are the selling points’

environment, documents and devices for communication, the ability to deliver products in



good condition, the ability to manage purchase orders, the ability to deliver products to meet the
customers’ requirements, the ability to respond to urgent orders, the flexibility in providing

services, and the overall confidence toward distributors.



