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The objectives of this research are three fold as follows: 1) to study the possibility for
using the European Business Excellence Model for assessing the management system and
business performance for Pharmaceutical warehouse in Thailand 2) to study the efficiency and
effectiveness of the management of warehouse and distribution in pharmaceutical industry in
Thailand 3) to study and to find the key success factors for warehousing and distribution

This thesis is based on a survey research through questionnaire. The data are collected
from the 76 top customers of five selected warehouses. One representative of each warehouse
were requested to answer the questionnaire of EFQM .The statistical tools for data analysis are
descriptive statistic, Multiple Regression and Spearman Nonparametric Correlation Coefficient.

The findings of this research are 1) The relation between the total EFQM score and
their customer satisfaction score are positive and EFQM result can explain about 60 percent of
customer satisfaction. 2) The Bangkok customers have higher satisfaction than upcountry
especially customers in medical channels. 3) There are three key success factors namely

speed and consistency, accuracy and malfunction recovery.
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