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ABSTRACT

The purposes of this research were to 1) identify the most relevant evaluation measures
of the success of organizations in local liquor industry in Chiang Mai and Lamphun provinces
using the Dynamic Multi-dimensional Performance Model (DMP) that included financial,
market/customer, process, human resource development and future dimensions; 2) measure
cause-and-effect relationships between financial and non-financial performance (Model 1) and
relationships between overall performance and marketing factors (Model 2) using factor analysis
and path analysis; and  3) explore customer satisfaction on the local liquor products and factors
that affected overall customer satisfaction directly and indirectly. The areas selected for this
research were Chiang Mai and Lamphun provinces and the types of organizations were
cooperative, farmer group, limited partnership and company.

The findings of the first purpose indicated that the entrepreneurs attended to the
importance of performance measures within each dimension similarly, only with different order
from 1 to 3. The financial dimension included revenue growth, cost reduction and net profit; the
market/customer dimension included customer satisfaction, customer retention and market share;

the process dimension included quality control of products, reduction of damaged products and



production growth; the human resource development dimension included employee efficiency,
skill of employee and participation of employee in organization activity; and the future dimension
included design of new market, design of new product development and design of strategy for
competition.

The analyses of causal relationships were as follows: in the first model, market/customer
and future dimensions had direct effect on financial performance whereas future, human resource
development and process dimensions had indirect effect on financial performance. In the second
model, market orientation had both direct and indirect effect while customer satisfaction had only
direct effect on overall performance.

The results of customer satisfaction study showed that the customers were satisfied with
products, price standard, place, politeness of salesperson, products reliability and process of
delivery whereas other factors generated lower satisfaction level. The factors that positively
affected overall customer satisfaction were found to be external quality, process quality, product
quality, personnel quality, management system of customer complaints, packaging and payment

method in order of primary influence.



