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Background and Objectives: Logistics is recognized as a crucial element in Article history:

driving organizational success. Effective management of logistics activities Received 18 March 2021

enhances service quality and establishes standards that create opportunities for Received in revised form
L. q Y o . o PP ] 18 November 2021

organizational achievement. Logistics service quality is vital for fostering customer Accepted 22 November 2021

satisfaction and significantly influences customer success or failure. In the highly Available online

competitive logistics sector, maintaining market share is essential. Retail 20 March 2025

Keywords:

businesses face constant demands from customers that are interconnected with their Logistics Service Quality,

various requests, which hold substantial value and are critical to the national @uamms i3 msdTadadnd)

economy. This research focuses on factors influencing the enhancement of logistics Retail Business, (gsnadnlan)

service quality, particularly within the retail sector. The objective is to investigate DEMATEL Technical,
anniin DEMATEL)

the causal relationships among various dimensions affecting logistics service
quality and to identify key factors that support informed decision-making.
Methodology: The study examines 12 dimensions of logistics service quality that
are critical for improving service performance. These dimensions include
Information Quality, Timeliness, Ordering Procedure, Order Release Quantity,
Order Accuracy, Order Quality, Order Conditions, Order Discrepancy Handling,
Personnel Quality, Costs, Failures, and Flexibility. To evaluate the influence of
each dimension on overall service quality, the research employs the Decision-
making trial and evaluation laboratory (DEMATEL) technique, a recognized multi-
criteria decision-making (MCDM) method for addressing complex problems.
DEMATEL is particularly useful for identifying causal relationships and
interdependencies between dimensions. The data collected comprised the opinions
of qualified experts with relevant retail management experience. Interviews were
conducted to assess the influence and significance of each dimension.

Main results: Data analysis revealed that all twelve dimensions are interconnected,
with both causal and impact relationships identified. Specifically, seven
dimensions are identified as causal, while five are classified as impact dimensions.
The "Failures" dimension emerged as the most interconnected, acting as both a
causal and an impact dimension. This suggests that errors in logistics services have
widespread effects, influencing other aspects of service quality.

Discussion: The findings suggest that errors in logistics services can result in
significant consequences across multiple operational areas. In the retail sector,
where organizations handle high transaction volumes and address diverse customer
demands, errors may be inevitable. However, their impact can be mitigated through
effective management strategies and prompt, appropriate responses. These results
highlight the critical importance of reducing service failures in order to enhance
overall service quality. This applies particularly to contexts where customer
satisfaction is closely tied to the performance of logistics operations.
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Conclusion: The interrelations among these dimensions suggest a reciprocal
influence. The conclusion of this research emphasizes the importance of
understanding the causal relationships and significant dimensions that guide
decision-making aimed at reducing failures, which have a substantial impact on
service quality. Given the significant influence of the "Failures" dimension, which
is both causal and influential on others, it should be prioritized for improvement
initiatives. Ultimately, these results are expected to enhance the quality of logistics
services within organizations, thereby enhancing their competitive potential in the
future.
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Table 1. Logistics Service Quality Dimensions

3iA (Dimensions) ey (Definition)

2 . . 9 9 9 1o v
AUNINVDIVDYA (Information Quality) (D1) 6uauﬂaﬁmmwnnﬂlmmuasﬂ’nmmuaﬂunnmu

(Accuracy and availability of information in all aspects.)
vy
NUIAT (Timeliness) (D2) MIVIMINANUATIABIAT UTZEZIATONINTUTINITY
& & Y a . . ..
MIFIToNI0 1HLINMS (Punctuality with a short waiting

time for orders or service delivery.)

v 4
U A A

v A ) 1
TUADUMIFIH0 (Ordering Procedure) (D3) TunpuKIonszUIUMI lums Iiusmsdaded
szansam Imadennvainvaie uazinnuazadn lu
mﬂ%’u‘%mi (Efficient and convenient process of

ordering and service and variety of options.)
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M990 1. (919)
Table 1. (Cont.)

1A (Dimensions) ey (Definition)

v k4 v Y

ANMUNTOUARDMTHIHO (Ordering Release Quantity)  &13150¥AMUMITID/AUTMI samstFunanny
Y a Y Y 4 aye

(D4) ﬂmmﬁauﬂwmgﬂm‘lﬂ (Ability to complete
orders/services and manage customer demand
efficiently.)

v k4 ' bl

AU lUNSAE (Order Accuracy) (DS) Hanuindignaes asudIu vesmsdareamdeimug
(Accuracy and completeness of orders according to
specifications.)

' 4 ' k4 '

AWUANMITIF0 (Order Quality) (D6) mi°1ﬁ'°u3mim%mﬂmmwuazﬂizﬁ‘ﬂ‘ﬁmw (Providing
high-quality and efficient ordering service.)

A o X . Y a ~ o ¥ Y '

Nﬁluul“UﬂﬁﬁQ“]iE] (Order Condition) (D7) fﬂﬁ11’7‘U3ﬂﬁllﬂ?lﬁﬂ]ﬁf]ﬂﬂﬂﬂﬂiuﬂ?uﬂﬁ"ﬂuﬁﬂ Uagnig
@ a I 4
Fnwnaud duldanuiden v (Safety in both transportation
and product handling, complying with the specified

conditions.)

o ' saa Al s X ada ?a a a
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4
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logistics activity)
Y Y a . Y a [ k) ' .
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A = A [l e a @ A Y A
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fan: (Andreji¢, 2019; Flint et al., 2001; Giovanis et al., 2013; Otsetova, 2016; Sutrisno et al., 2019)
Source: (Andreji¢, 2019; Flint et al., 2001; Giovanis et al., 2013; Otsetova, 2016; Sutrisno et al., 2019)
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Table 2. The Weights Matrix Expert’s Responses

- D1 D2 D3 D4 D5 D6 D7 D8 D9 D10 D11 D12

D1 0.000 | 0.096 | 0.096 | 0.072 | 0.091 | 0.077 | 0.081 | 0.105 | 0.081 | 0.096 | 0.096 | 0.096

D2 0.081 | 0.000 | 0.081 | 0.086 | 0.081 | 0.086 | 0.091 | 0.072 | 0.091 | 0.096 | 0.086 | 0.081

D3 0.081 | 0.086 | 0.000 | 0.072 | 0.096 | 0.105 | 0.053 | 0.072 | 0.072 | 0.072 | 0.086 | 0.096

D4 0.096 | 0.091 | 0.081 | 0.000 | 0.072 | 0.096 | 0.067 | 0.081 | 0.067 | 0.091 | 0.110 | 0.077

D5 0.091 | 0.100 | 0.096 | 0.096 | 0.000 | 0.086 | 0.081 | 0.100 | 0.081 | 0.096 | 0.081 | 0.077

Dé 0.081 | 0.077 | 0.081 | 0.081 | 0.086 | 0.000 | 0.081 | 0.081 | 0.091 | 0.086 | 0.081 | 0.072
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M519N 2. (919)

Table 2. (Cont.)

- D1 D2 D3 D4 D5 D6 D7 D8 D9 D10 D11 D12

D7 0.053 | 0.091 | 0.086 | 0.072 | 0.096 | 0.096 | 0.000 | 0.091 | 0.091 | 0.100 | 0.091 | 0.096

D8 0.091 | 0.077 | 0.086 | 0.077 | 0.086 | 0.096 | 0.077 | 0.000 | 0.086 | 0.086 | 0.086 | 0.091

D9 0.086 | 0.067 | 0.086 | 0.105 | 0.086 | 0.105 | 0.062 [ 0.096 | 0.000 | 0.091 | 0.100 | 0.086

D10 0.081 | 0.100 | 0.077 | 0.081 | 0.086 | 0.091 | 0.091 | 0.086 | 0.077 | 0.000 | 0.091 | 0.091

D11 0.091 | 0.096 | 0.081 | 0.081 | 0.105 | 0.086 | 0.081 | 0.100 | 0.091 | 0.100 | 0.000 | 0.086

D12 0.086 | 0.081 | 0.086 | 0.086 | 0.081 | 0.096 | 0.086 | 0.086 | 0.086 | 0.096 | 0.091 | 0.000

g}.l o a 4 o v J A Y v Jdo A =
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ANUTUNUTUDUADS UALTAIAIATITIIN 3 (Table 3) G?\‘]flﬂnﬂﬂﬂ’ﬂ Threshold value #1505 U1GUA
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1 v o a A 1 [
ﬂ"li"lﬂﬁ 3. ﬂ1ﬂ’313Jﬁ3JWH‘ﬁ"UENEJTI‘ﬁWaﬂlﬂﬂllﬁﬁgﬁ%i}ﬂ

Table 3. Total Influence of Each Dimension

- D1 D2 D3 D4 D5 D6 D7 D8 D9 D10 D11 D12

D1 1.527 | 1.679 | 1.639 | 1.578 | 1.681 | 1.748 | 1.499 | 1.697 | 1.593 | 1.750 | 1.731 | 1.656

D2 1.523 | 1.509 | 1.546 | 1.512 | 1.590 | 1.669 | 1.434 | 1.587 | 1.524 | 1.664 | 1.638 | 1.562

D3 1.464 | 1.526 | 1.410 | 1.441 | 1.539 | 1.619 | 1.346 | 1.523 | 1.448 | 1.578 | 1.573 | 1.513

D4 1.532 | 1.588 | 1.541 | 1.428 | 1.578 | 1.673 | 1.410 | 1.590 | 1.499 | 1.655 | 1.653 | 1.554

D5 | 1.605 | 1.677 | 1.633 | 1.593 | 1.591 | 1.750 | 1.494 | 1.687 | 1.588 | 1.744 | 1.713 | 1.634

D6 | 1475 | 1.530 | 1.496 | 1.459 | 1.543 | 1.537 | 1.380 | 1.543 | 1.475 | 1.603 | 1.581 | 1.505

D7 | 1.542 | 1.637 | 1.593 | 1.543 | 1.647 | 1.725 | 1.391 | 1.647 | 1.566 | 1.714 | 1.688 | 1.619

D8 | 1.542 | 1.591 | 1.560 | 1.514 | 1.604 | 1.688 | 1.431 | 1.530 | 1.529 | 1.666 | 1.648 | 1.581

D9 1.581 | 1.627 | 1.604 | 1.580 | 1.649 | 1.744 | 1.458 | 1.663 | 1.492 | 1.717 | 1.707 | 1.621

D10 | 1.552 | 1.630 | 1.571 | 1.536 | 1.623 | 1.705 | 1.461 | 1.628 | 1.540 | 1.608 | 1.673 | 1.600

D11 | 1.627 | 1.696 | 1.643 | 1.602 | 1.709 | 1.774 | 1.515 | 1.710 | 1.618 | 1.771 | 1.661 | 1.664

D12 | 1.568 | 1.626 | 1.591 | 1.552 | 1.632 | 1.723 | 1.468 | 1.641 | 1.560 | 1.709 | 1.686 | 1.529

Threshold value = 1.6 91nM3 N3 2VOIITEI Y

o o 1 v o d 1 1 @ { < 1
MUIBMIAWHUIANVTUNYF A1 R+C 1ag R-C VouuaazfadomuaunIsn 5 uag 6 ‘%\‘lﬂW

AN UIUDUARTUALTAIAIAI5199 4 (Table 4)
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Table 4.
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Total Influence Relationship

- R C R+C R-C
D1 19.778 11.492 | 38.316 | 1.239
D2 18.757 11.841 | 38.073 | -0.558
D3 17.978 11.071 | 36.806 | -0.849
D4 18.700 10.167 | 37.036 | 0.365
D5 19.708 11.631 | 39.093 | 0.323
D6 18.126 11.893 | 38.480 | -2.228
D7 19.313 10.992 | 36.599 | 2.028
D8 18.882 11.733 | 38.328 | -0.563
D9 19.444 11.489 | 37.875 | 1.012
D10 19.126 11.794 | 39.306 | -1.055
D11 19.991 11.488 | 39.942 | 0.039
D12 19.284 11.457 | 38.321 | 0.247

MW 1 dnSwanazanuFuUET uvgra

Figure 1 Causal Relationship Network
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Table 5. Relationship and Importance of Dimensions Grouping

o

ANNTUWUS ANNANEY

o

A (Dimensions)
(Relationship)  (Importance)

) Y - AN
ANNANHA IUNIT VIS (Failures) (D11) 1
(Causes)
) Y - HANTENY
ﬁu‘l’!uﬂ’lii‘ﬁﬂiﬂWi (Cost) (D10) 2
(Effects)
AN lumsaase (Order Accuracy) (D5) 3
(Causes)
o 2 HANIENL
AUNINNITAIYO (Order Quality) (D6) 4
(Effects)
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Table 5. (Cont.)

U

v o d °
AIMNANNUD AINNAINTY

) (Dimensions) ’
(Relationship)  (Importance)

M3samIaeanIuMIainialnAnemMsdade (Order WansENU
5
Discrepancy Handling ) (D8) (Effects)
a =) = 1 'ﬁ”lﬁ’iﬁ]
ﬂTiUﬁﬂ1§3Jﬂ313JfJﬂun (FleXibility) (D12) 6
(Causes)
) AN
AUNTNVDIUBYA (Information Quality) (D1) 7
(Causes)
3 HanIEN1y
NULIA1 (Timeliness) (D2) 8
(Effects)
L AN
1JAAINITNUAMNIN (Personnel Quality) (D9) 9
(Causes)
9 1 o 2; ﬁ’uwﬁ!
ANUNITONNDNITHILD (Ordering Release Quantity) (D4) 10
(Causes)
2 o 2 HaN3zNY
YUNDUNTAIED (Ordering Procedure) (D3) 11
(Effects)
4 o g
oulunsdade (Order Condition) (D7) 12
(Causes)

a 4 [ -4 Y Y I 1 Y a 9 Aa A 4 a 9 =
NINMIIATIZHANNTURUTaznou IR UNgamwms luImsau Tavaand lugsneanlan

o Y Y A Y o o d‘ [ Y a 4 ~
sutludealvianuaulaluFealatemuaiauiosnszauns 1A UINITUDIDIANT AUAITIN 5

a

(Table 5) FalandoIdANudrgyuInAigane aAwduralluns 19053 (Failures) (D11) 91nWA
Aa a 3 YA J o Aa a FY a & a
mM3dsziivuazmsnaaInNUAARUYRIAIFEIY WU JuvveINIIAITugsNatuuMIandal
& v Y a ' v o v ad < ¢ A g vum
M3%BVIBNVHLT Innodnasaal uazaudeInsvesaumnilullsziduveanmsnensalme 1y
' U ] ' a 1 1 ] <]
dauilunnlggdmuslanasuausnnudesnisvesdus Ina ldanga uaedielsnamnau
£ Y a Qo A A Y Y & o Y 4 1
ApaM3v0dUs Inanduiluizosnaianisal lae1n 1eeananududeunazesdlsznouaid
2 v & ~ [ [ J 4
nanmelutazneuen asiumseEeNANUNS ouazMsEseNT DTN UMaNTaiaAIN 9 1loAD DU
1 1 a a < I J 1
ADANUADINITVOIgNAMaz dudINeoaevesdui Fuilumarainnnudumad szdina laoasa

v
A 9Y v

' a o J a IS a ' J
AR IRUsMams iz Idesansgarde Tomalunmsueuazidlunisnvesdum udualunqu

13



Suranaree Journal of Social Science, Vol. 19, No. 1 (2025), 250260

A

Y a o o Y a 1 1 v A Ia Y o & J Y s A
aﬂﬂ%ﬂllﬂ‘1]$“VIﬂﬁlﬂﬂ%@\i’JN‘IIENﬂWiﬂﬂﬂGluLL‘UiuﬂﬁuﬂW ANUUBDIANTADIN U UINNNHIONAYNTIND

£ q

a v Y a Y 9 A A 9 A A 9 =2 J Aa
Uiﬁﬁ%ﬂﬂﬁiﬂtﬂﬂﬂﬂhﬁhmﬁﬂuﬂﬁm@fﬂL‘W’E]ﬁiNﬂiﬂlluﬂ%f]ﬂﬂllﬁ%ﬁ%ﬂ@u*ﬂﬂ@ﬂﬂﬂiﬂuﬂmﬂWW e

q

Y Y o J @ ] 1 4 Q 1
aaduNu1¥nUe3IANs (Johnston, 2015; Olah et al., 2018) A1081UFUNMIUTEgNA MTVTHITNUDHIIN
A 4y Ay v D, 7
AUNINHIDNITAUNTN (PDCA) Lwafff‘iwu,u31/1Nﬁﬂugmﬂmmaummuazl,m"lmﬁmummmuu
I 9 Aa oA o a [ A Y ~ = g’/ 1 [ o w
'EJ'EJﬂiJ'IL‘]JL!GU’E)‘]Jaﬂ@]iuﬂWiﬂHuuﬁ'luﬁ@Vlﬂ IHBDNINANNAUN AUWII N UIATITINANTENUADAIAL

a 3 0 A Y o qIYY A ) A& q Y a v 2 A \ .
NIDVUADUNITNINIUDU ) bl,ﬂ Tlﬂﬂglf’NiJﬂﬁ!Lﬂ‘]jiy,?iHWﬂqmiﬂlﬂﬂﬂaﬂigﬂﬂﬁﬂﬂluﬂ@uﬂu g 11!143\11“]5

[

9 ) ]
gUmums1fusms wennniimsnuImaioannudumaIdidiwanonsonszAUNADY 9 Bn

1 ' 9 v
10 3@ srdu Roulunsde%o (Order Condition) (D7) @4 1d01ANANITNUATIZHAIMNAITIN 3 (Table 3)

'
[ Aaad

{ ' o w o g o { § g
u,azmwﬁ 1 (Figure 1) 11!6'31!6]]@\1@’1Tﬂ‘]Jﬂ'J']?JﬁTﬂﬂJGIJ@QN@Yﬂu q UU L!ﬁﬂﬂﬂﬂﬁ]ﬁ?ﬂﬁ 5 (Table 5) Lﬁmﬂu

g

v A ) 1 A Qazg A I o A [ Y o
LL‘L!’J‘VINEI,L!ﬂ”li@]ﬂﬁ‘lﬂﬁ]ﬁ?ﬁi‘ﬂﬂ?ilﬁﬂﬂiJWIJ‘L!NTLWEIHJ‘L!LL“L!’J‘VINW@Jliﬂﬁﬁﬂﬂﬁﬂﬂ?ﬁclﬁlﬁu?%ffﬂﬂﬂ
5

v
aad 1

4 = & I Ay 9 o W a 1% I ]
BANT Llﬁ$@ﬂﬁu\1ﬂ@ﬂu1ﬁu1ﬂlla$£ﬂUﬂigmLWIQlﬂ)’ﬂ?ﬂﬂﬂﬂﬁﬂ'ﬂﬂﬁWﬂfgiuﬂWﬁJﬁWTﬁ‘ﬂﬂﬂ'ﬁLﬂu'ﬂﬂ'NﬂJ']ﬂ
A Y Y a = o o I v ' ' Aaa A
o @Iunuﬂ?ﬁiﬁﬂﬁﬂ?ﬁ (Cost) (D10) Mﬂ??ﬂﬁ?ﬂﬂ]ulﬂu@uﬂﬂ 2 Lmzagﬂluﬁaumammwwaﬂiwu
& Y U o A A dal ] 1 = 1 9 1 do o d”
‘ﬂfﬁl!ﬁﬂﬁiﬁlﬁuﬁ?ﬂﬁliﬂizcﬂ'ﬂﬂ 9 mnmuiumﬂmqﬂmu%uNaﬂ@ﬂunu IFU NITNYINTUATTIED

a FY A a = o a 1 1 9 [ <3 A a
AUATHIBUINIT mmlmﬁwfnﬂimwmmﬂu"lﬂ%mwamaﬂunummmﬂumammmnuiums

= ds’ @ a A v & < Y1 a 4 o ' <
HHULIGUVDINTITHDIAYAUDU ﬂ\iuugllglﬂullﬂj’lwaﬂ'lijlﬂﬁ’lgWﬁ'm’lﬁﬂu’]llﬂﬁaﬂaﬂﬂﬁglﬂu

Q

9 Y
msanywazuntaym 1

=2 ao ¥ A Y ' Y a A ] 9 o o
ﬂ?iﬁﬂ‘]&l'l')i]fJﬂ5\11“&@'@\11?“??“3']3}!%%@\161]’8\1@,‘]J5W'li“H5E)Iﬂl‘])’ﬂ')%?iyelﬂﬂﬁ'lﬂﬁ'lﬂiyellﬂﬂﬂ'lﬁ

a Y a

o A I Y ~ A 1A a o A
ﬂ'lL‘Ll‘Ll\iWHL“]JUVIJJGHMLLNHI@EJLT‘IWU@N@Wﬁ?@ﬂ@ﬂﬂq@ﬂiﬂqlllﬂﬂﬂl'mWﬂ‘Wﬁ'lﬂLﬁEJ BUIUBDINIIINNIT

a v A

A A Y A o 7
’.]NLLWHQ1°LJ‘1’TS?J§$‘]J‘]J1H§Sﬂi]3Jﬂllfﬂ5’JNLLNL!TL!?%EJ%EJTJLW’E]H”‘]JQ’HJTW?J'IEJWSE]Wﬁﬁ'l&iﬁ]h!@ﬂﬂﬂi

9 < A A 2 g A o o oA Y ¥ ' A
ﬂ'lﬁﬁﬁ1\1ﬂ'.ﬂlllluGl,ﬁlll,a3ﬂ’J'lllﬂ"llﬂf@ﬂ@i]ﬂlﬂﬂﬁﬂﬁ?ﬂiy‘ﬂq@] HUINNITEITNAINUUANNINNIDNIT

=

A a4a 2 ] < o 1 v A J 13 Y o A
LﬂaEJ‘L!LL‘]JaQﬂ&ﬂﬂﬂlu’(’)iﬂﬂiﬁlmi'ﬂu&mﬂﬁ]ﬂﬁuﬂ"ﬁﬁ]zﬁﬂWﬂfﬂ/‘l‘ﬁ'i/luiﬁucli]ﬂ’ﬂLMﬂll”l‘Wi’E]llﬂiJﬂTlllLﬁEN

Y a A Y o [~ F) o A =K 4 Aa A
14mggm‘wﬁm@@,wmmmmmﬂumuT’omﬁiuamﬂ@ ANANLHAININMTANTUMTINT U
v 9 A A 1

) [ A 4 [l o <
i]TJG]E’N"L@]LLE‘]8Ll%ﬂ)"f)ﬂi’)ll”lﬂﬂ’Jﬂuﬂ”ﬁUiﬁ”ﬁﬂﬂﬂﬂillﬂE;‘TﬂOTNﬁWL3%

Y
agﬂwammaummz

[ % J A o Y YA o R AaaA 1 1 Y a ~ A
ﬂWﬂﬂ’J']iJﬁiJ“Wl.l‘ﬁLGI)'\TH/?@WaﬂWiﬂ@'Jﬁ]fJ‘Vlﬁ']‘UﬂﬂJWﬂﬁ\iWaﬂ@ﬂﬂ!ﬂ']Wﬂ']iiWUiﬂWﬁﬂﬂﬂ‘ﬂq@ﬂ@
k) Y Aa . (Y (= = = = o W A o
ﬂ?WN@NLWﬁ?iMﬂWﬁiﬂUﬁﬂWﬁ (Failures) (D11) !WIENlliﬁJﬂ']ﬁﬁﬂ‘HWfNﬁ'lﬂﬂglﬂﬂﬂﬂﬂ']ilﬁ'lﬂiy IWONTHURA

A o A 2 A Y o w = A Y (a Aa a 2
UHININNYALRUINWNUY Lu’t’)\ifl]”lﬂf’ll’E]flnﬂﬂcluﬂq5ﬁﬂTJTSU6\1‘ﬁqiﬂﬁ]ﬂqﬂaﬂﬂuﬂfnuﬁaqﬂﬁaﬁlﬂ DNTINAIY

[ v Y
«i?‘uG%'amrmﬂizmumi@i’uuudwus‘i’dﬁmaumﬁﬂi’nmﬂ "?Qﬁui’]EJfT‘]Jﬂ"Ii‘]Jﬁ’iﬁﬁusUi’NLmag’Mf’{ﬂi

U

A o v A a 4
w?amym i]Tﬂﬂﬁﬁﬂ’ﬂWﬂﬁ@ﬂﬁlﬂmmﬂwi]ﬁilﬂ“l’ifﬂfl!ﬂiucﬂ (Multi-Criteria Decision Making: MCDM)
v 9

wunlasmsdanuideseannuduiuivesuaazifsoiommstadiduanudnydenszuIuAg

a Jd a ] < : @ a o a
'Jlﬂ'iTgﬂLGIf\iLﬂ%ﬂsU']ﬂ (Analytic Network Process: ANP) L‘]_]HLLUUWTQﬂﬁQGlUﬂTﬁWWHTNﬁQ']11'3’1]3]11!&51)'\1

14



Suranaree Journal of Social Science, Vol. 19, No. 1 (2025), 250260

a YA I A o A dﬂf o o @ Aq Y Y aa
'J‘]f’lﬂWiﬁl‘ﬁiJWﬁlﬂuﬂ“]fﬂmuﬂ\ﬁlu Tﬂﬁlm‘ﬁuﬂﬂﬂhﬁWﬂJﬂl@iLLHﬁﬂNﬂ“ﬂHmmﬂﬂty‘ﬁm@lmm
Y Y Aa Y o ] I o [
a1Jm‘aﬂum'ial‘mJ'iﬂ1'5!,Laz!,LﬁNViumamﬂum‘iuﬂ'lﬁlluagwwmaﬂwlﬂu‘iguu uWthﬁ;fﬂ'lﬁ

Uszgnd 1¥edaiidszansamlugsne ladadndalan

1PNA1591909

Andreji¢, M. (2019). Research in logistics service quality: A systematic literature review. Transport, 35(2),
224-235. https://doi.org/10.3846/transport.2019.11388

Bank of Thailand. (2020, July 20). The impact of e-commerce on local entrepreneurs.
https://www.bot.or.th/th/research-and-publications/research-and-publications-
list.html?mainTopic=mtl &year=01-2563%7C12-2564(In Thai).

Banomyong, R., Ritthironk, N., & Varadejsatitwong, P. (2011). Selecting logistics providers in Thailand: A
shippers’ perspective. European Journal of Marketing, 45(3), 568-573.
https://doi.org/10.1108/03090561111107258

Bouzaabia, R., Bouzaabia, O., & Capatina, A. (2013). Retail logistics service quality: A cross-cultural survey on
customer perceptions. International Journal of Retail and Distribution Management, 41(8), 627—647.
https://doi.org/10.1108/IJRDM-02-2012-0012

Emovon, I., & Oghenenyerovwho, O. S. (2020a). Application of MCDM method in material selection for
optimal design: A review. Results in Materials, 7(June), 100115.
https://doi.org/10.1016/j.rinma.2020.100115

Emovon, I., & Oghenenyerovwho, O. S. (2020b). Application of MCDM method in material selection for
optimal design: A review. Results in Materials, 7, 100115. https://doi.org/10.1016/j.rinma.2020.100115

Flint, D. J., Tomas, G., & Hult, M. (2001). Logistics service quality as a segment-customized process
contemporary wine marketing and supply chain management view project brand alliances view project.
Journal of Marketing, 65(4), 82—104. https://doi.org/10.1509/jmkg.65.4.82.18390

Giovanis, A., Tomaras, P., Behavioral, D. Z.-P.-S., & 2013, U. (2013). Suppliers logistics service quality
performance and its effect on retailers’ behavioral intentions. Elsevier.
https://doi.org/10.1016/j.sbspro.2013.02.056

Johnston, A. (2015). Two dimensions of service: A single carrier analysis. International Journal of Logistics
Management, 26(2), 238-253. https://doi.org/10.1108/1JL.M-04-2013-0044

Kobryn, A. (2017). Dematel as a weighting method in multi-criteria decision analysis. Yadda.Icm.Edu.Pl.
https://doi.org/10.22367/mcdm.2017.12.11

Krungsri Research. (2020, July 20). Retail Business. (In Thai).
https://www.krungsri.com/th/research/industry/industry-outlook/wholesale-retail/modern-trade/io/io-
modern-trade-20

Liang Yang, J., & Tzeng, G.-H. (2011). An integrated MCDM technique combined with DEMATEL for a novel
cluster-weighted with ANP method. Expert Systems With Applications, 38, 1417-1424.
https://doi.org/10.1016/j.eswa.2010.07.048

Limsomkiat, N., & Vanichchinchai, A. (2019). An analysis of logistics service quality and performance. In
Proceedings of the 5th International Conference on Industrial and Business Engineering (ICIBE '19) (pp.
53-56). Association for Computing Machinery. https://doi.org/10.1145/3364335.3364353

Mardani, A., Jusoh, A., MD Nor, K., Khalifah, Z., Zakwan, N., & Valipour, A. (2015). Multiple criteria
decision-making techniques and their applications — a review of the literature from 2000 to 2014. Economic
Research-Ekonomska Istrazivanja, 28(1), 516-571. https://doi.org/10.1080/1331677X.2015.1075139

Mardani, A., Jusoh, A., Zavadskas, E. K., Khalifah, Z., & Nor, K. M. (2015). Application of multiple-criteria
decision-making techniques and approaches to evaluating of service quality: A systematic review of the
literature. Journal of Business Economics and Management, 16(5), 1034—1068.
https://doi.org/10.3846/16111699.2015.1095233

Olah, J., Sadaf, R., Maté D., et al. (2018). The influence of the management success factors of logistics service
providers on firms’ competitiveness. Polish Journal of Management Studies, 17(1), 175-193.
https://doi.org/10.17512/pjms.2018.17.1.15.

Otsetova. (2016). Validation of the Logistics Service Quality Scale in Bulgarian courier sector. Management
and Education,12,46

Roslan, A., Wahab, E., Hazana Abdullah, N., & Atiqah Aima Roslan, N. (2015). Service Quality: A case study
of logistics sector in Iskandar Malaysia using SERVQUAL Model. Global Conference on Business &
Social Science, 172,457-462. https://doi.org/10.1016/j.sbspro.2015.01.380

15


https://doi.org/10.3846/transport.2019.11388
https://www.bot.or.th/th/research-and-publications/research-and-publications-list.html?mainTopic=mt1&year=01-2563%7C12-2564
https://www.bot.or.th/th/research-and-publications/research-and-publications-list.html?mainTopic=mt1&year=01-2563%7C12-2564
https://doi.org/10.1108/03090561111107258
https://doi.org/10.1108/IJRDM-02-2012-0012
https://doi.org/10.1016/j.rinma.2020.100115
https://doi.org/10.1016/j.rinma.2020.100115
https://doi.org/10.1509/jmkg.65.4.82.18390
https://doi.org/10.1016/j.sbspro.2013.02.056
https://doi.org/10.1108/IJLM-04-2013-0044
https://doi.org/10.22367/mcdm.2017.12.11
https://www.krungsri.com/th/research/industry/industry-outlook/wholesale-retail/modern-trade/io/io-modern-trade-20
https://www.krungsri.com/th/research/industry/industry-outlook/wholesale-retail/modern-trade/io/io-modern-trade-20
https://doi.org/10.1016/j.eswa.2010.07.048
https://doi.org/10.1145/3364335.3364353
https://doi.org/10.1080/1331677X.2015.1075139
https://doi.org/10.3846/16111699.2015.1095233
https://doi.org/10.17512/pjms.2018.17.1.15
https://doi.org/10.1016/j.sbspro.2015.01.380

Suranaree Journal of Social Science, Vol. 19, No. 1 (2025), 250260

Sheng-Li, S., Xiao-Yue, Y., Hu-Chen, L., & Zhang, P. (2018). DEMATEL technique: A systematic review of
the state-of-the-art literature on methodologies and applications. Mathematical Problems in
Engineering, 2018, 33. https://doi.org/10.1155/2018/3696457

Si, S.-L., You, X.-Y., Liu, H.-C., & Zhang, P. (2018). DEMATEL technique: a systematic review of the state-
of-the-art literature on methodologies and applications. https://doi.org/10.1155/2018/3696457

Sumrit, D., & Anuntavoranich, P. (2013). Using DEMATEL method to analyze the causal relations on
technological innovation capability evaluation factors in Thai technology-based firms. International
Transaction Journal of Engineering, Management, & Applied Sciences & Technologies, 4(2), 81-103.

Supeekit, T., Somboonwiwat, T., & Kritchanchai, D. (2016). DEMATEL-modified ANP to evaluate internal
hospital supply chain performance. Elsevier. https://doi.org/10.1016/j.cie.2016.07.019

Sutrisno, A., Andajani, E., & Widjaja, F. N. (2019). The effects of service quality on customer satisfaction and
loyalty in a logistics company. KnE Social Sciences, 3(26), 85-92. https://doi.org/10.18502/kss.v3i26.5360

16


https://doi.org/10.1155/2018/3696457
https://doi.org/10.1155/2018/3696457
https://doi.org/10.1016/j.cie.2016.07.019
https://doi.org/10.18502/kss.v3i26.5360

	วัตถุประสงค์
	วิธีการศึกษา
	ผลการศึกษา
	อภิปรายผล
	สรุปผลข้อเสนอแนะ

