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Abstract

The purposes of this research are to study (1) the influence of service quality, logistics flexibility,
and delivery performance on customer satisfaction with the services of beverage distributors in the Lower
Central Region of Thailand; (2) the influence of service quality, logistics flexibility, delivery performance and
satisfaction on the customer trust toward the services of beverage distributors in the Lower Central Region
of Thailand; (3) the influence of service quality, logistics flexibility, delivery performance, satisfaction, and
trust on the customers commitment toward the services of beverage distributors in the Lower Central
Region of Thailand; (4) the influence of satisfaction, trust, and commitment on the word of mouth of the
customers toward the services of beverage distributors in the Lower Central Region of Thailand; and (5) the
influence of satisfaction, trust, and commitment on the service continuity of the customers toward the
services of beverage distributors in the Lower Central Region of Thailand.

The researcher conducted a quantitative research using empirical research approach with a
questionnaire as a research instrument. Population are retailers, wholesalers, department stores, eateries,
pubs, and restaurants in the Lower Central Region of Thailand who used the delivery services of beverage
distributors. Sample size was 56 7 subjects selected by convenience sampling method. The statistics used
in data analysis were frequency distribution, percentage, mean, and standard deviation. The technique of
the path analysis was also employed.

Findings showed the following: (1) Service quality, logistics flexibility and delivery performance
exhibited a positive influence on customer satisfaction; (2) Service quality, logistics flexibility, delivery
performance and satisfaction exhibited a positive influence on customer trust; (3) Service quality, delivery
performance, satisfaction and customer trust exhibited a positive influence on customer commitment; (4)
Customer trust and customer commitment exhibited a positive influence on customer word of mouth; and
(5) Customer trust and customer commitment exhibited a positive influence on customer’s usage of the
service continuity.

Keywords:  Service Quality, Logistics Flexibility, Delivery Performance, Customer Satisfaction,

Customer Trust, Customer Commitment, Word of Mouth, Service Continuity
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