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This study is a correlation research aiming at 3 objectives: 1) to investigate the
components of distributors.' job satisfaction, 2) to investigate the components of customer
satisfaction, and 3) to test 2 structural equation models of the relationship of job
satisfaction and customer satisfaction: the model with and without characteristics of
distributors, customers, and products. Samples used are of 154 distributors of
businesses employing multi-level marketing (MLM) strategies listed as members of
Thailand Direct Selling Association and 462 customers. Both distributors and customers
reside in Bangkok and metropolitan. Two sets of questionnaires are used. One is for
face-to-face interviewing of distributors, and another is for interviewing those distributors’
customers by telephone. Descriptive statistics, correlation analysis, factor analysis, and
LISREL are used for analyzing the collected data. The research found that the structural
model without the characteristics of distributors, customers, and products (Model ) fits the
empirical data better that the model with the characteristics of distributors, customers, and

products (Model Il). Mode! | shows RMSEA = 0.00 and GFI = 0.99. Job satisfaction is

found to have some significant influence on customer satisfaction (B = 0.73) and R
Square = 0.12, The components of job satisfaction ordered by their beta coefficients are
benefit satisfaction (1.18), satisfaction in company and management (1.12), and income
satisfaction (1.00). The components of customer satisfaction ordered by their beta
coefficients are attribute satisfaction (0.39) and information satisfaction (0.34). Managers
of MLM businesses should emphasize the importance on benefit plan for their distributors.
In addition, the MLM companies should set policies to create distributors' job satisfaction,
and in turn will create customer satisfaction. Finally, limitations of the research are
presented.
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