 undnda T 134352

snalasonis: PDF/46/2542 e
Halasons: 7hﬁﬂuﬁowa_lwaoﬁnf'ﬁlugm:Naﬁmum'u avanuiIwalaluam
A fmagsd"ﬁhmhu/wf{nnumumduﬁzuumma’muuuvmu'fu

Hoawnid : | Q’ﬁ'mmaﬂﬂmsﬁ a3 Undl gy lwena phwihlasams)
MaTMIaaa AnLIMITINe uminendodoslni uas
mamwmszfﬁmﬁqrm 3. wadnwol 33598 In3SAYinw) me
FATunsanm ﬂm:ﬂ‘gmam‘ 'sgmammfumﬁﬂma”u

E-mail Address : baipkjrn@chiangmai.ac.th

szaziaaalasamis: 1 Jquiow 2542 - 15 Bama 2545

o'm"‘:im{tﬂuo’m’ﬁm%owﬁuﬁuﬁﬁmqﬂizmﬁ 3 dszmifie  (Rad9894
Us:naumaommﬁowa’h‘lmmmaauﬁ’mﬁ’m }fiaﬁm'maaﬁﬂs:naumaammﬁawaﬁ
289301 wsztienasaumuuuanuFinsFilasseisssninanuianalaluam
'uaog‘"ﬁmuﬂﬂﬁun'zwuﬁowa‘lwaogmﬁw ﬁv’auuu’(’iﬁua:‘hiﬁﬁmﬂsqma"nwm::ﬁmum
AUANBUZANAT URTAMANHUTRUMN na"uv'hazmLﬂmﬁ’mmwaoqsﬁamﬁi:uumi
mmuuumw'ﬁv’u (Multi-level marketing) ?‘ii‘mU’Tiatiluam%nmaoamﬂumsmsﬂﬂu
a3 (Iny) $1mam 154 1o ua:gnﬁ'\%’wmu 462 Y f“immﬁ'ua;}'lumﬂn;omwumum
uartBumma wuusaumudildd 2 gafagadimiheg tiudayalasiFnidumusoiuuy
wdywin uszgagné tiudayalasnsdunisalnmalnidwd msiencidayaldada
BawTTawr mslensianudunus | mdensdesddizney wazmisianei
FUULFUMTIATIRT (Structural equation model) laglysunTudaiTs nammasaua?
wUUANNRNAUSlaTIRIABA& U wuh v'{'zuuuﬁ'l;iﬁﬁmﬂsqmﬁnumwao;ﬁmmu gn
i uazfud fianwseaadasiudayadlszinfinnnit laofidn RMSEA = 0.00 uaz
A1 GFI = 0.99 1ofl auianuiswalalunuliininadaszauanauianelavesgnén =
0.73 1 R Square = 0.12 ngudmutianuianelelunu Gosdrauauiminaning
laurn anufanalalunadszlomi (1.18) anuRawalaluulovronmsuSmisvenitn
(1.12) uazanufavelalumeld (1.00) ndudulianuinaliesgndr Gusdey
aaniwindniws dun anufanelaluguanuuzradn@anud (0.39) uazAnuia
walaluinams (0.34) fuiwiamsfie MM ansliamuddyiuurumMIhonayslosd
uszgler maamumsﬁ’muﬂﬂumnuﬁﬁnw‘&a‘lﬁgﬁmmuﬁmmﬁowa‘lm’lmﬂué’m:
dma'lﬁgnﬁmﬁammﬁowa’lﬂuﬁqﬂ adwlifiany Pduldnsnudadiaveimside
e



Abstract - Te 134352

Project Code : PDF/46/2542 _ U

Project Title : Customer Satisfaction as Consequencé 'ofﬁJ"ob Satisfaction: A Case
of Indepéndent Distributors in Multi-Level Marketing

Investigator : Assistant Professor Dr. Pranee Koojéroenpaisén, Dept. of
Marketing, Faculty of Business Admihistration (Researcher) and
Emeritus Professor Dr. Nonglak Wiratchai, Dept. of Educétion
Research, Faculty of Education, Chulalongkorn University (Mentor)

E-mail Address : baipkirn@chiangmai.ac.th

Project Period: 1 June 1999 - 15 August 2002

This study is a correlation research aiming at 3 objectives: 1) to investigate the
components of distributors’ job satisfaction, 2) to investigate the components of customer
satisfaction, and 3) to test 2 structural equation models of the relationship of job
satisfaction and customer satisfaction: the model with and without characteristics of
distributors, customers, and products. Samples used are of 154 distributors of
businesses employing multi-level marketing (MLM) strategies listed as members of
Thailand Direct Selling Association and 462 customers. Both distributors and customers
reside in Bangkok and metropolitan. Two sets of questionnaires are used. One is for
face-to-face interviewing of distributors, and another is for interviewing those distributors’
customers by telephone. Descriptive statistics, correlation analysis, factor analysis, and
LISREL are used for analyzing the collected data. The research found that the structural
model without the characteristics of distributors, customers, and products (Model 1) fits the
empirical data better that the model with the characteristics of distributors, customers, and

products (Model 1ll). Model | shows RMSEA = 0.00 and GFIl = 0.99. Job satisfaction is

found to have some significant influence on customer satisfaction (ﬁ = 0.73) and R
Square = 0.12. The components of job satisfaction ordered by their beta coefficients are
benefit satisfaction (1.18), satisfaction in company and management (1.12), and income
satisfaction (1.00). The components of customer satisfaction ordered by their beta
coefficients are attribute satisfaction (0.39) and information satisfaction (0.34). Managers
of MLM businesses should emphasize the importance on benefit plan for their distributors.
In addition, the MLM companies should set policies to create distributors’ job satisfaction,
and in turn will create customer satisfaction. Finally, limitations of the research are

presented.



