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ABSTRACT

Title : The Affects of Medical Equipment Sales Representatives for
Customer Relationship Quality Ethics
Author : Rattana Chaikalaya

Degree Doctor of Business Administration

Major Field

Dissertation Advisor

This research’s objectives are 1) to study personal factors of sale representatives and
corporate culture comprising gender, age and corporate culture focusing on ethic affecting ethics
of the sale representatives 2) to study ethics of the sale representatives in terms of virtue, fairness
and honesty affecting quality of relationship with medical device customers 3) to study
relationship marketing comprising quality of service, price perception, brand image and product
value affecting ethics of the sale representatives and quality of relationship of medical device
customers 4) to study causal relationship between personal factors of the sale representatives and
corporate culture, ethics of the sale representatives, relationship marketing affecting quality of
relationship with medical device customers and 5) to present model for sale representative’s
ethics affecting quality of relationship with medical device customers.

This research was quantitative conducted with samples who were 263 heads of medical
laboratory/laboratory section or persons assigned by medical laboratory under Ministry of Public
Health and supported quantitative findings by interviewing and collecting data from 2 groups of
samples as (1) heads of medical laboratory/laboratory section or persons assigned by medical

laboratory under Ministry of Public Health in Thailand and (2) sale managers or representatives



appointed by medical device entreprencurs who were members of Thai Medical Device
Technology Industry Association with total number of 20. A tool used in the research was
questi;mnaire. Content validity and research’s objective were tested and Cronbach’s Alpha was
0.842. The statistics used were frequency distribution, percentage, arithmetic mean, standard
deviation and confirmation faction analysis (CFA) and structural equation model analysis at
confidence level of 95%.

The study found that the sample in terms of customers paying attention to behaviors and
ethic qualifications of the sale representatives was at high level ( X = 4.19), relationship marketing
(quality of service, price perception, product image, product value) was at highest level (X=
4.28) and corporate culture affecting ethic qualification was at high level (X=3.74). The study
also found that ethic of the sale representatives, relationship marketing, corporate culture
affecting behaviors and ethic qualification of the sale representatives had statistically significant
causal relationship with quality of relationship at 0.05. Analysis of structural equation model
found that structure of ethics of the sale representatives affecting quality of relationship with
medical device customers was Quality of Relationship = -.116*Gender+ 1.167 Ethical Behaviors
of Sale Representatives*+.397*Price Perception-.916Brand Image+1.277 Ethic of Sale
Representatives X Brand Image*; R = .547 or was calculated as 54% which was in line with
empirical data. It could forecast ethic of the sale representatives and quality of relationship which
is also dramatically useful for creating ethical marketing pattern for medical device sale

representatives or relevant business sectors in Thailand.
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MANUIN 2

a 4 Y dy Y axt a 1w A
1. HANITUATIEVAITUATIATUIUDNIVDULUUTOUDIN AYITNITUATIEUATAYU
ANVADANADY IOC (Index of item objective congruence)

a 4 a 1 4 ) a ¥
2. wamiamawzwmiﬂizmummmg%uu (Reliability) Hﬁlﬁﬂ‘ﬂ"ﬁlﬂ\i!mUﬁ@ﬂJﬂTN

Y an ]
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d a 3 Q‘J a X
2. Nam3AANTMIUszRUMANNT U (Reliability) (FUHBNUVDUVLABUN A28

35M511A1 Cronbach’s Alpha Coefficient

*xdokk Method 1 (space saver) will be used for this analysis **#**%*

RELTIABILITY ANALYSIS - SCALE (ALPHA)

Item-total Statistics

CUl
Cu2
Cu3
Cu4
CUs
Cue6
Cu7
MO15
MO16
MO17
MO18
MO19
MO20
MO21
MO22
MO23
MO24
MO25

MO26

if Item

Scale Scale  Corrected

Mean Variance  Item-

if [tem ifltem  Total

Deleted Deleted Correlation
236.9000 168.2310  -.0453
236.7667 165.8402 1128
236.8667 169.0161 -.0861
236.7000 166.2172 .0839
236.9000 164.1621 1436
236.4333 166.1851 .0860
236.5000 165.7069 .1006
236.3667 163.8264 2785
236.5000 163.6379 2727
236.5000 163.5000 2823
236.3667 167.3437 .0214
236.6000 162.7310 .3340
236.4667 164.4644 2177
238.7000 167.3897  -.0269
236.8667 165.1540 1530
236.9333 167.5126 .0059
236.4667 161.7057 4713
236.6667 162.8506 3796
236.4000 160.0414 .6310

Alpha

Deleted

.8446

.8405

.8447

.8410
.8407
.8410

.8410

.8378
.8379
8377
.8416
.8369
.8387
.8481
.8398
.8421
.8352
.8365
.8332
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MO27
MO28
MO29
MO30
MO31
MO32
MO33
MO34
MO35
MO36
MO37
MO38
RM39
RM40
RM41
RMA42
RM43
RM44
RM45
RM46
RM47

RM48

236.4667
236.4667
236.3667
236.8000
236.5000
237.1333
236.6333
236.4667
236.4667
236.8000
236.5333
236.6000
236.3667
236.8667
236.5667
236.6333
236.8667
236.7000
236.4667
236.5667
236.3333

236.4667

162.6713
161.8437
170.9989
164.0966
161.6379
157.4299
160.9299
161.6368
161.0851
160.6483
159.3609
159.9724
161.2747
163.0161
161.1506
156.5851
163.0161
158.8379
160.4644
159.7713
160.3678

162.7402

3071
4023
-.2400
.1483
3704
3573
3258
4170
4563
.3590
5712
4017
4685
.1624
3130
5219
.1462
4734
5714
4123
5524

2748

.8372
.8358
.8454
.8406
.8360
.8357
.8366
.8356
.8349
.8359
.8330
.8350
.8350
.8409
.8368
.8319
.8418
.8336
.8338
.8348
.8338

.8377
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RELIABILITY ANALYSIS - SCALE (ALPHA)

Item-total Statistics

RM49
RMS50
RM51
RMS52
RMS53
RQ54
RQ55
RQ56
RQ57
RQ58
RQ59
RQ60
RQ61
RQ62

Scale Scale  Corrected

Mean Variance Item-

if Item if Item Total

Deleted

236.6667
236.3333
236.5333
236.6000
236.4333
236.5333
236.7000
237.1000
236.5333
236.8333
237.0333
236.9000
237.3000

237.1333

Deleted Correlation

166.5057
165.8161
163.9816
162.0414
165.0816
154.9471
157.4586
159.1276
159.0851
156.6264
155.5506
160.7828
158.8379

158.6023

Alpha
if Item
Deleted
.0480 .8422
.1647 .8395
.1824 .8395
4356 .8357
2068 .8389
.6034 .8300
4126 .8342
2848 .8379
4510 .8340
4671 .8329
.5494 8311
2877 .8374
3054 .8372
2371 .8406
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Reliability Coefficients
N of Cases= 30.0 N of Items = 62

Alpha= .8402
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MANUHIN 3
a o
MIIATIZH LAaaun1s 1A59e319 (Structural Equation Modeling: SEM)
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Scalar Estimates (Group number 1 - Default model)

Maximum Likelihood Estimates

Regression Weights: (Group number 1 - Default model)

Estimate S.E. CR P Label

Ethic <- e_bhi 354 009 37405 @ s
Ethic <- bil 1600 047 33946 s
Ethic <-- d_gender -076 012 6200 e
RQuality <- Ethic 1653 434 3809 s
RQuality <- ppl 404 038 10514 =
RQuality <- bil 1668 668 2497 013
RQuality < e_bi -334 148 2263 024
CT <-  RQuality 1.000

CS <- RQuality 1000 079 12722 s
rqg54 <- CT 1.000

rgq55 <- CT 597 049 12151 @ =
rq56 <- CT 877 054 16206 =
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Estimate SE. CR. P Label

rqs7 <- CS 1.000

rg58 <- CS 150 085 1757 079
rg59 <- CS 767 060 12851
m7 <- Ethic 675 066 10264 s
mé6 <-- FEthic 519 043 11943 *rk
m5 <- Ethic 693 034 20491 wox
m2 < Ethic 1040 071 14662 e
m1l <-- Ethic 1.000

Standardized Regression Weights: (Group number 1 - Default model)

Estimate
Ethic <- e_bi 2552
Ethic <- bil -2.126
Ethic <-- d_gender -100
RQuality <- Ethic 1167
RQuality <- ppl 397
RQuality <- bil 1565
RQuality <- e_bi -1701
CT <-  RQuality 865
CS <- RQuality 885
rq54 <-- CT 851
rgs5 <- CT 512
rg56 <- CT 761
rqs7 <- CS 813
rqs8 <- CS 097
rq59 <-- CS 652
m7 < Ethic 513
m6 <- Ethic 399
m5 < Ethic 634
m2 < Ethic 671
m1l < Ethic 765




Covariances: (Group number 1 - Default model)

Estimate SE. CR. P Label
ppl <> bhil 039 009 4243 whk
bil <-> e_bi 1273 065 19.656 whx
ppl <> e bi 406 051 7982
e_bi <-> d_gender 132 018 7425
e8 <> el0 120 014 8656 whk
e35 <-> e38 -021 004 5665 ok
e34 <-> e35 025 005 4908 whk
e34 <> ¢38 -042 006 -7.137
e7 <> ell 060 017 3648
e8 <> ell AEEPN L6 Ps a0 21
e33 <> e39 -040 005 -7540 ok
e38 <> e39 079 006 13341 Honk
e33 <> ¢38 -071 008 9430
e34 <> e39 -014 005 3135 002
e7 <> bhil 021 005 4581 ok
e8 <> e bi 163 025 6411 wak
ell <> ppl 131 020 6511 ok
ell <-> e38 “TUDE 01275 2085
g9 <> e39 -016 005 -2917 004
e1l <-> e33 -103 015 7115 ke
e8 <> g9 046 012 3901 #k
ell <> el2 099 018 5405
ell <-> hil -035 008 -4602
e8 <> e35 019 006 3248 001
e9 <> e35 -017 006 -2869 004
e33 <> ed4 051 009 5640
ell <-> e35 -044 009 -4874
e34 <> e4? 036 008 4699
e8 <-> d_gender 040 009 4281 worx
e8 <> e38 -035 008 -4270
e7 <> e38 020 008 2474 013
el0 <-> e38 -021 007 -2969 003
el0 <-> bhil 017 006 2991 003
el0 <> ppl -067 014 -4847 Hnk
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Estimate SE. CR. P Label
e9 <> ppl -034 010 -3404
e9 <> e34 -022 008 -2717 007
e38 <-> hil 025 006 3920 ==
e38 <-> e hi 131 047 2791 005
e38 <-> d_gender 016 006 2579 010
ell <-> e39 031 009 3554 ==
e33 <> bhil 020 004 4395 ==
el2 <-> d_gender -028 010 -2931 003
e7 <> e39 015 006 2290 022
e8 <> e39 -011 006 -2027 .043
e9 <> el2 060 011 5300 @ ==

Correlations: (Group number 1 - Default modely

Estimate
ppl <-> bhil 145
bil <-> e_bi 914
ppl <-> e_bi 279
e_bi <-> d_gender 096
e8 <> el0 385
e35 <-> 38 -156
e34 <-> 35 167
e34 <-> e38 -218
e7 <> ell 150
e8 <> ell -069
e33 <-> e39 -263
e38 <-> e39 578
e33 <-> e38 -350
e34 <-> e39 -098
e7 <> hil 097
e8 <-> e hi 101
ell <-> ppl 267
ell <-> e38 256
e9 <> e39 -099
ell <-> e33 -234
e§ <> €9 159
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Estimate
ell <-> el? 199
ell <-> bhil -076
e8 <-> e35 099
e9 <> e35 -105
e33 <> e44 377
ell <-> e35 -147
e34 <-> e4? 221
e8 <-> d_gender 137
e§ <-> e38 -137
e7 <-> e38 108
el0 <-> e38 -095
el0 <-> hil 065
el0 <-> ppl -239
e9 <> ppl -130
e9 <> e34 -098
e38 <-> bhil 116
e38 <-> e_bi 112
e38 <-> d_gender 074
ell <-> e39 105
e33 <> bhil 081
el2 <-> d_gender -104
e7 <> e39 104
e8 <> e39 -060
e9 <> el2 226

Variances: (Group number 1 - Default model)

Estimate SE. CR. P Label
ppl 281 014 20641 =
bil 257 012 20626 ===
e_bi 7557 364 20767 ==
d_gender 249 012 20490 =
e40 -011 003 -3932  xxx
ed?2 132 020 6602 s
ed3 098 017 5833 =
ed4 080 019 4295 s
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Estimate SE. CR. P Label
e’ 191 018 10829  xx«
e8 349 020 17291 s
e9 243 017 14382 ==
el0 278 023 12242 ==
ell 852 045 19118 =
el2 290 018 15838 #x+
e33 228 012 18954  #x«
e34 206 010 20687 ===
e35 104 005 20328 ==
e38 181 009 20795 s+
e39 103 005 18911 s«

Squared Multiple Correlations: (Group number 1 - Default model)

Estimate
Ethic 675
RQuality 547
CS 784
CT 748
m1l 585
m2 481
m5 402
mé 160
m7 095
rg59 436
rq58 039
rq57 505
rq56 532
rqs5 342
rq54 646
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Standardized Total Effects (Group number 1 - Default model)

149

d gender e _bi bil ppl Ethic RQuality CS CT
Ethic -100 2552 2126 000 .000 000 000 .000
RQuality -116 1277 -916 397 1167 000 000 .000
CS -103 1131 -811 351 1033 885 000 .000
CT -101 1104  -792 343 1009 865 000 .000
ml -076 1951 -1626 000 .765 000 000 .000
m2 -067 1713 -1427 000 671 000 000 .000
m>5 -063 1618 -1348 000 634 000 000 .000
m6 -040 1019 -849 000 .399 000 000 .000
m7 -051 1310 -1091 000 513 000 000 .000
rgs9 -067 737  -529 229 674 578 652 .000
rq5S8 01077110\ _=079--034.7 /100 086 097 .000
rgqs’ -084 920 -660 286 841 720 813 .000
rqS6 -076 840 -603 261 768 658 000 .761
rgss -051 565 -405 175 516 442 000 512
rqo4 -086 939 -674 292 859 736 000 851

Standardized Direct Effects (Group number 1-Default model

d_gender e_bi bil ppl Ethic RQuality CS CT
Ethic -100 2552 -2126 000 .000 000 .000 .000
RQuality 000 -1701 1565 397 1167 000 .000 .000
CS 000 000 000 000 .000 885 .000 .000
CT 000 000 000 000 .000 865 000 .000
ml 000 000 000 000 765 000 000 .000
m2 .000 .000 000 000 671 000 .000 .000
m5 .000 .000 000 000 634 000 000 .000
m6 000 000 000 000 399 000 000 .000
m7 000 000 000 000 513 000 000 .000
rgs9 .000 .000 000 000 .000 000 652 .000
rqsS8 .000 .000 000 000 000 000 097 .000
rqs7 .000 .000 000 000 .000 000 813 .000
rg56 000 000 000 000 000 000 000 .761
rgss 000 000 000 000 000 000 000 512
rqs4 .000 .000 000 000 .000 000 000 851




Standardized Indirect Effects (Group number 1 - Default model)

d gender e _bi bil ppl Ethic RQuality CS CT
Ethic 000 .000 000 000 .000 000 000 .000
RQuality -116 2978 2481 000 .000 000 000 .000
CS -103 1131 -811 351 1033 000 000 .000
CT -101 1104  -792 343 1009 000 000 .000
m1l -076 1951 -1626 000 .000 000 000 .000
m2 -067 1713 -1427 000 .000 000 000 .000
m5 -063 1618 -1348 000 .000 000 000 .000
m6 -040 1019 -849 000 000 000 000 .000
m7 -051 1310 -1091 000 000 000 000 .000
rgs9 -067 737 -529 229 674 578 000 .000
rgs8 D107 X1 O L0703 SIR0 086 000 .000
rgs7 -084 920 -660 286 841 720 000 .000
rgs6 -076 840 -603 261 768 658 000 .000
rgs5 -0510 565 -405 175 516 442 000 .000
rgs4 -086 939 -674 292 859 736 000 .000
Model Fit Summary
CMIN
Model NPAR CMIN DF P CMIN/DF
Default model 80 80.009 40 .000 2.000
Saturated model 120 .000 0
Independence model 15 7108756 105 .000 67.702
RMR, GFI
Model RMR  GFI AGFI PGFI
Default model 019 988 963 329
Saturated model 000 1.000
Independence model | 247 446 367 390
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RMSEA

Model

RMSEA LO9 HI9% PCLOSE

Default model
Independence model

035 023 045 991
282 276 288 .000
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