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Abstract

Background and Aims: This study aims to analyze and develop an information technology
(IT) service framework for private warehouses in the digital era. It focuses on examining the
relationships among basic service quality, digital services, and communication that influence
customer satisfaction through process efficiency enhanced by modern technologies such as
Radio Frequency Identification (RFID), Internet of Things (IoT), and Automated Storage and
Retrieval Systems (AS/RS).

Methodology: A mixed-methods research design was employed, consisting of quantitative
analysis based on data collected from 400 private warehouse executives and employees, and
qualitative interviews with warehouse managers in Bangkok and its metropolitan area.
Results: The Structural Equation Modeling (SEM) results revealed that the proposed model
exhibited a good fit with the empirical data (X2/df = 1.98, CFI = 0.96, RMSEA = 0.045). Digital
services and basic service quality were found to have direct positive effects on process
efficiency, which significantly influenced customer satisfaction (B = 0.81, p < 0.001).
Conclusion: Clear information technology policies and active staff participation are key factors
influencing the development of sustainable IT service delivery approaches. This research
presents strategic guidelines for enhancing the capabilities of private warehouses toward
becoming “Smart Warehouses,” in order to support the transition to the digital economy and
strengthen organizational competitiveness in the long term.
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