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ABSTRACT

Standard consistency and reliability of service quality are key success
factors in business. Nowadays, several organizations guarantee their services.
However, when organizations advertise such a service level to the customers, it is not
known how they set up their service level agreement (SLA). Thus, the purpose of this
study is to present a methodology to determine the SLA by using Geographic
Information Systems (GIS), simulation techniques, and statistical methods. This
method was applied to determine the SLA of gas stations in the Bangkok Metropolitan
Region (BMR), as a case study. The results showed that the number of gas stations has
affected the SLA in term of accessibility. In addition, the results provided the
calculated upper-bound SLA of individual gasoline brands. The proposed method can
also be applied to any other businesses to which the service level agreement affects

their competiveness.
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