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Abstract

This article is classified as a theoretical synthesis with three primary objectives: 1) to review
and synthesize existing literature related to the assessment of pharmaceutical logistics service
quality in hospitals within the framework of the SERVQUAL model, 2) to explain and compare
theoretical perspectives linking the five dimensions of SERVQUAL with the operational dimensions
of hospital pharmaceutical logistics systems, and 3) to propose policy and managerial guidelines
for developing high-quality and sustainable pharmaceutical logistics systems in Thai hospitals.
Rather than employing a quantitative or statistical approach, this article draws upon a theoretical
interpretation and integration of relevant studies published between 2013 and 2024 through a
narrative literature synthesis. The synthesis aims to conceptualize the interrelationship between
the SERVQUAL dimensions and pharmaceutical logistics processes in hospital settings. The findings
reveal that Reliability and Responsiveness have the most significant influence on perceived service
quality, particularly regarding the accuracy and timeliness of drug dispensing and delivery.
Meanwhile, Tangibles and Assurance reflect hospitals’ technological readiness and the availability
of facilities such as real-time drug tracking systems and temperature control mechanisms, which
play a crucial role in maintaining drug quality and ensuring patient safety.
The conclusions presented in this study are theoretical in nature and have not yet been
empirically tested. Therefore, future research should conduct quantitative investigations involving
patients and healthcare professionals to empirically examine the relationships between
SERVQUAL dimensions and patient satisfaction. Advanced statistical methods, such as multiple
regression analysis or structural equation modelling, are recommended to strengthen empirical
validation and provide robust evidence. Consequently, this article serves as a conceptual and
policy-oriented framework for hospital administrators, researchers, and healthcare policymakers
to enhance the quality and efficiency of pharmaceutical logistics systems in alignment with

national healthcare standards and the goal of achieving long-term patient satisfaction.

Keywords: SERVQUAL; Service Quality; Pharmaceutical Logistics System; Hospital
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syuuladafndni1ensunmg lnelaniyseuun13nseaeen (Pharmaceutical Logistics System) 8
unumdAgsanunmkarALUaanieveIuInIsas sauaululsenalng nMsuimsinnisladafnden
Afiszansnmanansoanauatlunisaneen andeRanainlunisdne uasasuasisaufianela
vosUaglaegeiidud1Aty Ines1eanuan asunsunnd (2567) seyin lsmenuiavessglulssmalned
Sruaudtheuenadendi 120 Suedwiod wariidnsanufianaialunisdsuszanaiesas 0.3-0.5
vossuaunsdeet dedliduianrudidulunsiaunssuunssaeelidaugndes 115 uas
Uaenfuanndetu oatuayunmunmussszuuuinisassnaulae s
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Ms¥eRnsen1s msandlutuneudndisen vien1sidenanmuee1sEnInensiuinY Ugymn
wanilagvioufistedtadunineinsyaains ssuumalulad uazanesgunisduduanululsmeung
99455 M3Uszliusazyharudilanuaimvesnishivinislussuuladafnde 13adndudedldnseu
wnAamanguiianansnesuisysaunisalvesFuuimsuasdaduideszuuldegaseudu

N30UKUIAA SERVQUAL Framework 18 uia3 e il odrdaylunisuseiiug oa3195ewineminy
AN YU 3UUFN"T (Expectations) Wazn155u3uIn1s7ilesUase (Perceptions) dsaunsaeasuneg
AMAINYBINITIAUTNTIARE19ATEUARYN N15U SERVQUAL unUseendldnussuuladadndunly
Tsmenalvedieliannsadenledguamuinsiuiadesunat anugndes wazaunmueels
pgnaduszuu lnsiamigluvsunvedlsmeruiassfidtesidadunsnensuazinalulad e nns
AnreidunAndananannsalfiduiiugiuddnylunssnuauuiminisuusnuamuinisuas
faszuiladaindenliiuseansnmanniulueuien

unaruidumsdaameidmnud (Conceptual Papen) UMY MINUMILITTUNTTULUY
35878 (Narrative Literature Review) 1l 9520321Laz T 1AT 18 0ad A 0$ 2 neud Tesivlunas
aUszinelutael e 2013-2024 MAgatesiuamunwuInisluszuiladadnden Tnesjatunisesuie
HIUNTOUMWIAN SERVQUAL TsUsznausieffndniinda Teun amuunieds (Reliability) nsnevaues
(Responsiveness) auula (Assurance) n1sialald (Empathy) waz d97idudadld (Tangibles) o]
uneruldlfldnstinehidsadfvionismaaeudssedntla 4 feagumuaidunisianudomgus]
Nnmsdaneiienansuasystaumsalvesifou edssiumnuilefinfsiudnuurvesunai

n1s13euleq SERVQUAL Aufiidnuiian augndes wazaaunm

MsUszdiugunmuinsiunsseelulsmenuiasiiudesedonseunnaniianansnesue
Ighafinvesnslvusnmsuasfiivesnisianisiasannd Inelua SERVQUAL Soiduindesdleddaiitae
T lansfunmainuinisvosfvasedeseudu nslunatunUszyndldluszuunisgnesn
annsadenlesfuiiadendnanuuszns lud nan anugndes uazpunw Faduilavesnsinnis
wdvnssululsameuialng

N13YIUINITNTAU SERVQUAL dazlifinnuiiailunisdneenvaslsangiuia

MYIAINIINTOULIAR SERVQUAL 1iAussuuladaindfisjatiudiu “1aan” Tulsswetuna
Huuwamsiifidnenmgdlunsifiuisguniwnisuinisuasussavs mmmssidunuluaniuneiuna
asfelyal nseu SERVQUAL desimunlag Parasuraman et al,, (1988) iuin3osilofilisunissensueeis
wnsvanglunisuszdiugaunimuinis lasanglunssuiunms “wainistivinisuaznisdieen” ¥agli
ausaszysazunlvtesied@Aylunszuiunisuinig anmnudth wavenseaulszaunsalvesiiely
amslaegdiduddey (Prakash, 2024).

luniAnnsquaaunIn nseu SERVQUAL gniunldegsunsnanaiietauazusuusananin
U313 lnolawzegreddlulsimenunanagaadniuiugvaeidugudnats (Prakash, 2024) fifisne 9 veq
SERVQUAL ¥aglasAnsaunsunndidnla “4e9319” seminanuaianisuasnisiuivesyUislaegns
Ands dailudnsusuusenssuiunmsliuinisludessuu venand SERVOUAL ansnsausuldldosiad
Usgansamluaninundenmanisund lnglinadnsiundefielunsianunimuinismalsmetuia
(Babakus & Mangold, 1992) Msua1u SERVQUAL tifuszuuladandvedlssmetuiasaiuludingg
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Wiudszansainees “nainsliuins” way “van1sieen” dudufulsddydennufianelaves
fUne wandliiuinnslduuudasadannanisal (Predictive Modelling) wagmsifiauszansawlagld
N15491893 (Simulation-Based Optimization) @111308AL381350ABUINS Ao 19 TBd Aty wazaauly
nsdnassninensiimngauiuaufioin1sveeEUBasa (Morales et al,, 2024) vauzifenfiu Chavez
(2024) lawandliiudanisysanis SERVQUAL fiu Statistical Process Control (SPC) 9aglvanunsa
muANszazaliuimInelureulnfiseniuld annnunUsUTIu LazansnsinuAananlung
fufiunu Jahlugnmafinszaviamlnesuvesszuuladafndmaenisunme

n1swa SERVQUAL fuszuuladafnditiunaliuadnsideuaniisludiu anufimelaves
AU uag UsgAnSaimnsaniiuau lay Morales et al. (2024) 5¥UI1NTaATLELIAINITIBTUUINNS
wu nsamzifounaznislimuine definuszaunmsaivesfiisludwinuazaiismnulindase
99ANT VauEAl Chavez (2024) wui1 M3nwimnuaiauevesiamsliuinsngluladifniiaiungm
leasanmnuuUsUTIuessyUINNMs Winaudesiuluszuy wazenszdulstansamnsuimsau
anelulsane1viast1adedu wifian1sysminis SERVQUAL Auszuuladafindueslsiweiuiassil
Uszloytannung udnsaiiunisasedalinnuvimienaigysenis Usen1susnaennududouuenis
Ufduiussyninafiefudliuinns dsfesendenisusunszuiumsiameduieudlotesinanunim
1amnzn (Prakash, 2024) Usznisfiaesiie Bnswavesiademeiamsssunazuiunesdns fienadawasie
msfudaanmuinmsuasauaian Twestaeluusasudl Prakash (2024) 331 nsld SERVQUAL 1u
sruvasnsagsndudesusulidduuIunsiesiu ielildnadnififisansauazmnganiuszuulad
afndvoslsaneruiatu q Tasasy wiaefanuimemard widiensldinaluladideannnisal
(Predictive Analytics) LAZAITATIVADUNTTUIUNITBE 195 oLl 89 (Continuous Process Monitoring)
Tsmenuiaansadnnsiuanududeuldogisiivssansam warussqihmmnelunisifiugunmuinng
wazUszAnsnwinuladafndliegradugusssu

N13YTAIINIINTOU SERVQUAL uazliindnugndeslunisingevaslsineruna

MINAUNTBUMLIAA SERVQUAL iniuszuulalafnduasnszuiunisiisentulsmeiuna 1u
wMsitIsensEiunuAMAsUINMsYesursslulsmenuiaeinadussuy nseu SERVQUAL 34l
UszifluanIwu3ng (Parasuraman et al,, 1988) anunsauduldiieusuussnszuiunisladadndsiy
ndnsalifimuuiuduasivssaniamuiniu maysannsdananidmnededa arwimels
Yo Uae way UszAndamlunisaniuau lagidunisssysaziily “499319” 58m718 AuAIands
uaz MISUIAMAINUINNG AuViewestitan (Prakash, 2024)

AtesunnlEdliiuiernaifitddysenieaunianimesiiouasamninuins
fsuflufwmesilulsmeiuia lasamngludddunisidie uazamsindefio Kashfi et al. (2022)
Anwn¥uanee1niegld Shiraz University of Medical Sciences wagnuin “msidnisusnns” WJudfad
Yorianiian Fesiiseusiiulunsianssuladafnduasmsdnnisdudasedadiolfanuns
Freeldegnmaninazusiug uenani n13AnwluALIn (Ahmad, 2006) uag Tuusi@a (Amaral,
2016) fanurerineddnluiid “Aidudeld” way “munindefie” Jsazrouiinisuiuusssuulas
afnduazmsliuinslufuneeamnsaiiuganimnssuivesiineldenadideddy

szuuladamndiiutugdulavesanuuasniouazaaninlunsanes muideves Neve wag
Schmidt (2021) WuimsdanisdudiasadasedeyanisldauigndenaziSealng asnsnan
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Hofinnanalunisdreeuasiinaandesuvesdiheld vnedl Murgani uay Hasibuan (2022) 4ty
n1sUszenald SERVQUAL lussuuladadndyielvianunsassytadedidglunisusuuss wu msania
50UN1531887 (turnaround time) warnstlostunnigenvInadien (stockout prevention) #9dudana
FAOAMAIMUINTIAYATS

nalnn1snausy (Feedback Mechanism) Wussdusznavdrdglunisusulgsqaninuinis
aeluisenlulsmeiuia nsAnwIved Kashfi et al. (2022) wudn seuuiutaiauaiuzanygyie
annsagasliifuinslameuiassydymnazudlereainaiununmuinisliod1siunad de
A9AARRITULLIAAYBINITIANITAMAINTIY (Total Quality Management) v “Wdesvesgnan” Tu
M9itALINTEUINNISUIMS anaIntl Khairunnisa (2022) wurtviinsiineusuyaainsdundynsas
Tushuanuiiueniiivla msdeans waznmsvheududin anunsndisanmnuiianaislunisinseuas
duasuanuduiusdsuIniug e

wii1n1suay SERVQUAL fussuuladafndveadlsmenuiadsiidngningslunsensedunanin
Usnswazauiuglunsieen windsdlianuvinnienaisusznis Usenisusnde anududeuveanis
duduiladadndnelulsmeruia MAvadesiunatedie Wy wwmd 1ndvns wazgae Fedesnis
ssuudeyaiiusiudnazduniadion (Lee & Ho, 2008) Usznsiiaasfie amnumannvansvenuaania
199028 4 9919uANA1aTUANTRIUSTINLATUT UNYBIAATUNEIUIA N1TITEUDY Serrou UaY
Abouabdellah (2015) seuinmsldnseu SERVQUAL Tulszwmesing 4 dndusiesdinisuiulimunsauiv
USunvesiuiitelinsussifiufianuidivsnsauarldldase

Tngagy n13ysannis SERVQUAL hiuszuulaidafnduasnszuiunisiteenlulsaneiuiailu
wuamsiddnenngslunisenszduguninuins anuienelavesyuas uazauutug1ves
nIgUUMAAFYNTIN el Masidunumssiugnisaissuulaiaindfinouaussienaiuastoya
Fadutadvddqmedsmeunaasislvaifiyjatuussansamuaziiaodugudnans

N13YIANINIINTBYU SERVQUAL uaziinsuasninlunisangenlulsaiweiuna

NSHAIUNTBULUIAA SERVQUAL wiiuszuuladaindludfnanimvesnisdiegnlulsmeiuna
\Duwwmsii ddneamlunisifiunuainnisuinng anufiaelavesiUis wazuszansamlunig
FfILILYBI8ANTANGTUAY NTBU SERVQUAL Fsléiunisimunlae Parasuraman et al. (1988) iile
ysannadriussuiladainddundunssy nseuianusalivssiiusyavinmeesnsruiunisdngen
Armgnies wagnsliuinsfinevauasdedtaelddtu uenaini n1ssanedesiiodegunmdy o
Quality Function Deployment (QFD) kag Kano Model §48131190%289Aa 1A UAINE A QYUDINIT
Usuusamuauiesnisved Uaeldegeiusednsnin (Murgani & Hasibuan, 2022; Rafidah et al.,
2024)

Tuszuuladadndsnunisguaguain A emsnindedio way mwsiule funumddylunisds
1pULITIgNFDs MTInAN wazasiiaNe 1uIT8ea Kashfi et al. (2022) waz Khairunnisa (2022) wuin
puundededuiiffidvesinanniian feusdinisdwevenegauiugdinadugasoulunans
Tsame1una 7 Adidudedls Wy anmuesdssmneanuazmnlufuneeuaznsinneszuuladaing
fiflszidou PvairemnudetiuuarnssudiBsuindenanimuinig (Prakash, 2024) dwiii Anuiiuen
wila wag msmouauss wunslivinsinasuanduing dsanunsafaunldiunisiinevsy
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1% [
=1

yaanssunsdeansuazanandlaging (Purba & Sailan, 2020) MsUduUssliamaritaduiiugiuves
msassszuulalafndindunssuiinovaueswiodliusnsiiludnisninuaginla

nsUsulEanuRunIn (Quality Function Deployment: QFD) ¥aglilsangunaanunsanlas
anusisansvesUaglinataduunuuiulsudanaiia wu msanseunailunisieen wiensdesiu
Joymerveafen Jadudiuddyvesszuulaiafind (Mureani & Hasibuan, 2022) uenaNi Kano
Model fufundasilowaiuiliduunaudnuazyosimanmunansenudeauiiswelaveiae lne
Pl smenuiaannsadndfuanudidgueinsuiuusdulseiuifinagegadeUssaunisaifiae
(Jutriano & Abidin, 2023; Rafidah et al., 2024) n13y3841N15 SERVQUAL 533U QFD i Kano Failu
WUINNUUUBIATIN (holistic approach) Feielinsusmsinnisiadafndundunssuivsednsanuaz
B dugudnanoganiase

lagasy N1suaIulaseasne SERVQUAL Wriussuuladadnddfinaninvein1sateentu

G

q

lsamg1una Prgainseunsvihnunaseurguwazdsudmiun1suTuUTInMaIMuINITmMIeNIswImg

nsudledorinslufiianuundede amiula uazemiiueniiula ndesmslfiedesiloladuoens QFD
LAz Kano Model agllsaws1uraausnesniuunszviunisiadaindiinoulandguasldegiadl
UsgAnSamanndu el anudnfaveanisysannisiuey funsuimsdanismsudsuuvasnely
aaAns AnulaluTausssuvesiiie uaznisenseavanssaugasyaanIauladainduazindynssy
Taoandesfuinsgunsuinsiilude fnsed 1

ay

M15199 1 N15ieuled SERVQUAL AUTRALIET ALQNABY LagAMNIN

1Av09 SERVQUAL  AUMNELTUINIg nsidenleafunisaneen fAvdni
Rendis

Reliability mﬂﬁﬁmiﬁgﬂé{aa ANUYNFBIVBINTINY WAL TN INTINY  AINYNADY

(Anutindetio) athiaue Tudaunme

Responsiveness  AVIUTIASIMAYAIUNSBN  AALIANTOABYLAZABUALBIAIINABINTS a1

(GRELBIEIED) Tunslviuing HUe Lo

Assurance mwd mmdeingy war  mwsiuladngtaeldsueniivaends gndes g

(anusiula) ANUFNNVDIYARAINT wionuuzfidaiau

Empathy maguasagldlagedu nsesueTwazdeansldeuazln AN

(nselald) JIHUAAR ALUEUANITUAAR (1&33)

Tangibles danndeunazmaluladi 53UV Cold Chain, Real-Time Tracking, AN /

(Feidudiasld) aduayu ATuAze LAY NIIANSRUTL SN Ty AUQNGDY

wuInNsWaILSEUUladaRndenlaglyd SERVQUAL Framework
N15YINININTOUNTUTETUAMAINUTNT SERVQUAL wWiuszuunisdanisladaindenly
IENTERIRE aalfﬂuLmeqﬁﬁﬁﬂsmwwqﬂ,umﬁsﬂﬁzﬁuﬁu’q@mmwﬁmiLLazUizﬁw%mWL%qUﬁﬁam'ﬁsum
an1uneua LesananunsarielilsmeuiaussgradnsiunanInnsinu anuflselavesiiae
wazUsyansnnlunisiuiunulindentu nseu SERVQUAL vidvasieulsuiiuddyiiieadodaenss
funanwnsTiuInssiunsdnsaznnsnszaeelulsmeuia Megradu Simanindetie way
nsneuauas aunsaliiduidinaugndosuasmiunssienatluntsdaeus vaefidfanuila
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uay auildlaazvieufvnnudetiuuazanuelaldvesyaanslunisliving dwlifdaidusesls
unuilumsuansliiiufsmnuvivaioveaneluladuasdandoumsmenmitatuayunisinnisen
(Prakash, 2024)

pg1alsnmu ssuvladadndonlulsineruiadsnundyiuauiimenaisUsenis en310
yniwensyaansfifisane msdansiiuidafuiiddesin wasauandilunssuiunsdanise (Safitr
et al, 2024) Mmafwundalassairedadosendonisysannsmaluladfviuae 1Wu szuy Intemet of
Things (IoT) tilemsfnmuLazAIuRuemaaviisldgUyuuuuGealnsl saeaauszuvasaumaiions
Jansdufasadsiiannsaiunnuusiug anmsgade uazatiuayunsdadulaiduindousedeya
(Moons et al., 2018) \ilefiansanisgadnsziing SERVQUAL wagszuuladadng aziiulédn nswanu
fAvesgunmudnsiifudssavinmmsiidunutisaiaunadidfy fethadu ffmnuuideie
way Aefidudesld annsaatuayunsmuuszuy Cold Chain Weliiulaienazgnifiusnwluanio
‘VldlLM&J’]%&:LILLaBQﬂﬁ\iME}U@NGﬂNIUZ‘?{JGLL'W‘VIET YU Responsiveness wag Assurance dsWaufiinis
novaussiImiuarnsaduausulaliungvae Visdl nagnsiduiedoudisdeya Aysunnisi
A muIMsuarUsyansnmidsladafndiiunumddnflunisudndunsinmnesseLies uazagli
IN‘Wmmammaw%’wiﬁmiﬁwLﬁumuiﬁﬁuﬁ’ummLU?{auLL‘anaaiw‘ummimq% (Zaim et al,,
2013; Safitri et al., 2024)

wmsmstaunszuuladaindoneldnseu SERVQUAL liiflsaduedesiiolumsiiiunmunin
U313 wisafuuumadanagnsiidisaiannsgunmsuimsdanseilulsmerualneesnadi i
Tuiiveanssnwauvasndegine mIssnseduguAMAIUING wegmIiinysyavs B foans
Tuszaren dnsnsii 2

AN5197 2 wInamsaunseuuladafndennielansau SERVQUAL

fif SERVQUAL  Ussihiudhdey WUININM ST TR fhegraniesie/malulad
Reliability anugndeslunisdouay  anAuRANAIRRIBIEUUATINARUTT  Barcode, QR Code,
(aundeie)  918en ADDS*
Responsiveness AMUTIATINALAUATY  BONLUUNTTUIUNISHUU Lean Lag Real-Time Tracking,
(NM3mauduay) el Idszuumidanses Smart Queue
Assurance mmﬁaﬂ"ﬂuwﬁ]mﬂi ﬁ@ummm@ﬂmﬂmﬁz SOPs Training, Certification
(ausivla) WAzHINTIIY 1IN

Empathy msquanazdemsiants  afreuimsiiuiieidugudnans Patient-Centered Care,
(nsto1lald) UAAA Counseling

Tangibles dunedeuuarlasains  amuluszuuiafiunesvalilad Cold Chain, loT,
@efidudodd)  ugw atuayu Autornation

*ADDS = Automated Drug Dispensing Systems

3 14 =
AAIUIINNNTTANT
n1sUszenaAlduuuinaes SERVQUAL Wduszuuladadndenlulsaneuia ladalugnisiam
29AANS AT WouleaseninNAMAINAITUINSHarUsEANT AU Ingnan1sdaunsien
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FliiunsaunuAawuuysaNsiausaasiiowiauszaunisalvesilsuazanudussdnsninues
nszuIuNIsdanIsen sudusngiudiAglunsiruawuInIaIiRILIANAINUINITEUA DL 1B UG

WRUNTNA 1

szuuladadndenlulsaneruna

$

WHUAINT 1 Nuf) SERVQUAL wazUsednsnmnisdnnisiadannden

NNUNLAINT 1 uansdeadnimdlmilunisuszandld SERVQUAL Framework wag n13dnnns
szuuladafinden funa anugndes wagamnw anansnesunelnedunudsil

SERVQUAL Framework

wuud1ans SERVQUAL feiduind esfleddgdildlunisinaaninnisuinig Tnsendenis
Wsuiiuszning auAanisvesd Uu3nns (Expectations) war n155U5AeU3N57 Id5uads
(Perceptions) 1l o3zy “¥o9319” ‘17‘|'Lﬁﬂ“ﬁluuatﬁ']‘lﬂ?jﬂ’]i‘U%J‘UU’u:ﬂﬂmﬂ’]WﬂﬁU%ﬂ’ﬁaﬁj’NMS\‘iﬁm N3
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