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ABSTRACT

The objectives of this research were to compare the level of customer satisfaction
and loyalty of nurses classified by personal factors, and to examine the effect of the
salespersons’ attributes on the satisfaction and loyalty of nurses in Bangkok metropolitan
region. The samples were 400 nurses who were chosen by purposive sampling technique
and who had experience in using and purchasing medical devices. The statistics conducted
on the data analysis were descriptive and inferential statistics such as t test, ANOVA, and
multiple regression analysis.

The results showed that 1) the level of customer satisfaction and loyalty of nurses
was different due to gender, age, position, and experience, and 2) the salespersons’
attributes of medical devices that influenced satisfaction and loyalty of nurses were product
knowledge, creativity, presentation skill, responsiveness, and personal relationship with
customers.

Keywords: Salespersons’ Attributes, Customer Satisfaction, Customer Loyalty.
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