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Abstract
The objectives of this research were to develop and validate a causal relationship

model of the influence of the service quality on perceived value, customer satisfaction and
customer loyalty of beauty clinic in Bangkok. The model involved eight latent variables:
tangibles, responsiveness, assurance, reliability, empathy, perceived value,customer satisfaction
and customer loyalty. The researchers used quantitative methods which involved empirical
research. The research tool was a questionnaire to collect data from beauty clinic customers
in Bangkok. Sample size is 455. Sampling method is convenience sampling. The statistics used
in data analysis were frequency, percentage, mean, standard deviation and structural equation
model analysis.

It was found that the model was consistent with the empirical data. Goodness of fit

measures were found to be: Chi-square 352.707 (df=311, p-value=0.052); Relative Chi-square

(}(Z/df) 1.134; Goodness of Fit Index (GF/) 0.957; Adjusted Goodness of Fit Index (AGF/) 0.914;
and Root Mean Square Error of Approximation (RMSEA) 0.017. It was also found that (1)
Tangibles had a positive and direct influence on perceived value; (2) Reliability had a positive
and direct influence on perceived value; (3) Assurance had a positive and direct influence on
perceived value; (4) Empathy had a positive and direct influence on perceived value; (5)
Tangible had a positive and direct influence on customer satisfaction; (6) Assurance had a
positive and direct influence on customer satisfaction; (7) Responsiveness had a positive and

direct influence on customer loyalty; (8) Assurance had a positive and direct influence on
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customer loyalty; (9) Perceived value had a positive and direct influence on customer
satisfaction; and (10) Customer satisfaction had a positive and direct influence on customer

loyalty.
Keyword: Service Quality / Perceived Values / Customer Satisfaction / Customer Loyalty
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ANuRsANAveldUINIg 0.846 0.528 0.844

ad a ¢ v
FnaTzidaya
AIdeldTsmTieseideyamieatifidanssaun warn1siasisiaianyiiulsiagldlung

a a

aun13las9aie (Structural Equation Model) tilenaaeuauyAgudvinavesnuninnsliuinissie

% =

uAMTU3 Anuilanels uwazauasindnavesldusnisadtneSuanuasluansunnumviuag Nail

Y

o)

N

F381AYNN15M579@UTRNALTUBIAUAI NS UNITILASIENTDUAVDIADANMFILUTANNSUNISIASIEN

Y q

e3>

Tuwaaunisiassasne suldun (1) msuanuasuudnfivestoya (Normality) (2) anuduenitusues
N19192918 (Homoscedasticity) Way (3) ANUSNANUSITUAUATITENIeiILUTAULasALU TR

(Linearity) #an153nszvideyanuin doyavewudsviovun iulumudennantewiuiis 3 Usenis

NNy

v o oW '

dayaniluvangusiiagig
nqusegraduglduinisrdinaiuanunuluwanunnumuasiIuIuidu 455 au

€

dndlvgdumeamds Tuam 350 au Andudesas 76.9 fleng 18-30 T wndfianduausiedu 238 Au
Anlusesas 52.3 ﬁﬂ'ﬁﬁﬂmizﬁw%zyzym%mﬂﬁqmﬁmuﬁy’qéju 150 Au Anludovay 33.0 Ho1Tn
tni3ou/dndnyisniigndnuidu 199 eu Andufesas 437 uagiisgldeiiou 10,001 - 20,000
um mﬂﬁqmﬁwmuﬁgﬁu 251 au Andudeway 52.2

Aunmnsuinsluliisudsidudals (TAN)  eglussdugeiidnede 3.65 Taodiunis
fiedesile gunsaifiviualie (TAND) fanadeuniignfe 3.92 599a901AMUANTEONLUUANIUT ANLAS
awa (TAN2) fanade 3.63 duaniuiifienuazen wazdszidou (TAN3) fldiads 3.58 uavios
fanfe suminnuusiinigageiniFeuies (TANG) fidiady 3.47

aunmmsuinsluiidnuamindefiowaglinddald RED) ogluszdutiunansiidiade
3.47 Togfumsliuinmsmuilawanly (REL1) fanadumniignfe 3.65 sosasundunsdiiuny
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Y0IRANNESUANNMY (RELS) SAwads 3.54 druntswaninnuasdalunisudlalem (REL2) SAuade
3.50 theefansunisiindlalugunimnisuinng (RELA) waztlesiignde sunsinwideyadiudives
fldu3ms (REL3) Tradewindy fie 3.2

Aunmnsuimsluliidiuanusings (RES) eglussdiviiunansiidnaeds 3.47 lnesy
wiinsuuuzihdureunsliuinisldednsdaau (RES1) frnadeunitano 3.68 sosaundiundniy
Prowmdeuazliuinsmeaiuitle RESE) Tenads 346  sunthnulviuinismeanusnis
(RES2) flAiade 3.45 fuszuunsliuimsiianuazainginigs (RESS) e 339 uaviesiianie
sumiinaliiunw wuzthdheausaga (RESS) rnads 3.38

AunwAsUINsTuliAdunssuUsE Ry (ASS) agfluszdiugedirnads 3.51 Tagsuszuunns
Tusmsidumnsgiu (ASS1) aedeanniigade 3.76 sesaunszuumsinuinmsfivasade (ASS2) &
Aady 3.50 suwinnuufiRnuesgninseulou (Ass3) fiaads 3.47 esigasnuniinauadin
wesuanunalideyaldegisgnies (ASSa) waztlesfianie adnasumunuuAtymldiduodied
(ASS5) fiAniadewiniu fie 3.2

AunmNIsUINstudifsunmsetaldgldusnmaduneyana (EMP) aglussduuiunanad
Anady 3.45 Tnssuminauassaulauazienlald (EMP1) fduadanndigade 3.71 sesaunaddnaia
auadldlalunisufitaym EMP2) fAade 3.51 suntdnauaunsadilaninudonis EMPY) uax
sundinauanansadlaluilym dedeasou (EMPS) fradewiiu fe 3.41 waztlesiianfe Funs
Sudfedeadsunasdouuziiondliuinsg (EMP3) faads 3.23

i o a a

AATUYRlTUTNsIImNTEUINT (PCY) aglusysugeliaiaie 3.54 lagausiand

9 Y Y Y

Frgluiunsusnisioindgua (PCV1) didaduunniignfe 3.73 sesasuauanudualunslduinig

a a

Tagnmsau (PCV5) HAade 3.61 AuANAINNITUINSALASURRdNAuAT (PCVA) Sidade 3.50 A1u
ifdglliundndadtednfuen (PCV2) fidafie 3.48 uazteeignde aunandsluiunisly
UIN1shednAuAaT (PCV3) fiAiade 3.42

a1 =

anufianelavesldusnsiidanlduing (SAT) egluseiugediaade 3.52 Tnssuainy
flaneladenddniaduanuany (SAT1) fdedsunniigado 3.63 sesasnsuanuiiswslalagningau
(SAT5) fldade 3.61 fumnufiswslanuninuinig (SAT3) fldade 3.54 suanuiianelase
wifna (SAT2) fade 3.47 wagiosiigafe dunufianeladeanuil (SAT) Teeds 3.38

Pwasdndndvesilivinsiidanlduins (oY) egluszdutunansilaade 3.28 e

1% = v a A aa a N a A = 1%
@']UWUWSLUVHQU']ﬂLﬂﬁl?ﬂUUiﬂqﬁmﬂauﬂLaillﬂ')']llﬂqll (LOY1) Nﬂr]LQaEJN']ﬂV]?jﬂﬂa 3.55 T93@3u1nu

al

wuzihliieunsogAunldusnis (LOY2) Anady 3.37 suneneunazlduinisainnnasangednis
(LOY3) fiAade 3.25 auaslaniaglduinisanadinaiuninuanuegissaiiies (LOYA) deuady 3.16
waztieefigame Mmuldusnisanaddnasuanuaufudiasinswugdiuinslu q Addsuudasiy

a0

(LOY5) fiAady 3.07

1574



Veridian E-Journal, Silpakorn University atumwlng annuyvemans deumans wasfals

ISSN 1906 - 3431 Ui 9 atufl 1 WeunnsAy — Wy 2559

Wan1539em I IngUszasdan 1 wui
1. aunwnshivimsTuliidmdudaladaninanuindenmuaniuveslduinisegedl

Y Y

s
=

v Agsananszav .01 lnediardulszansiduniavindu 0.349

2. puamnmsbivinisluifanuundeienasaulingdaidnsnanisuindenuainsu

eante

vosyliusmMsegralitddAynieadiinsedu 01 Tnefianduussanaiduniavindu 0.241

3. paunmnshiusnistulifnissuuseiuliBvsnanisuinsenuasuivedldusniseendl

o (% a

JudPnsananseau .01 tngdaduuseanowduniainiu 0.355

1]

4. paunnnsiiusnisludia miwﬂﬂaﬁlﬁw'im'ﬁmu'ﬁwmamawﬁwawmnmaﬂmmm

@

iUi“UENﬂTL“UUiﬂ'ﬁ@EﬂQﬂJUEJﬂ’]ﬂﬂWl’Nﬁ 3 Ay .05 Iﬂﬂllﬂ?ﬁll"diuﬁﬁ/lﬁLﬁ‘u‘Vl’NL‘V]’m‘U 0.121

ana Av o

5. ﬂmmwmﬂmﬁmﬂuumm‘ma:umalmi@m%wamqmﬂsiammﬁqwa’Lwaa;ﬂ%’u‘%mzaéwﬁ

= £

HodAgnsatanszau .01 Tnedladuuszandiduniavingu 0.206
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e Auneadfinsyeu 01 lneladudseansi@uniavinny 0.255
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=

nsaRRtisziy 01 Ineflrnduusyansidumariiiu 0.470
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AN5197 2: ALUS LasiigavaIRkUs

frus FngauIRILUS
BaTiduale TAN
auideieuazlinsdals REL
AanusInslunisliusnng RES
MIsulTenu ASS
mao1lalddlduinmsduneyana EMP
AuAsuuesiliuins PCV
Auisnalavewliuinig SAT
ANHRANAveldUINIg LOY

Namsaaymmmmls F9ATa9 2 WU
RN 2 nauilunsnsIaaeuaNdenndesuadlinaiulayaldiusednynuii luma

aun1slasaaiamdinisusu (Modified Model) aeandasiutayadielsedny ndsihnsusuluina

[V
§ o

221 A33 uansirgeusvanuAgunanid lnanungeiaenadesnaunduiu deyaieusedny Nl

2 " a1 W

AsnnAEdAla-awas () dAindu 352.707 aeendass (df) dAindu 311 @1 p-value da

Wiy 0.052 snuinaiae Fesdaminndn 05 dla-auniidusiv (y’/dp Sawminfu 1.134 duinasi
flo faadidndosndt 2 dlefensanrinnudenndesainduilinsesuaunauniy (GF) fawviafu
0.957 H1ULNEUNAB ABINAININNT 0.9 AN AGH HAWWNAU 0.914 fiulnugiAe AeeilA1d1nnin 0.9
WaYA1 RMSEA TAwinfiu 0.017 ’1unaeiae fasdAteenin 0.05 (Hair, Black, Babin, & Anderson,

2010)

0.400
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A 2: lweaaumslassasandainisususandueadaannganunmnisiiusnsnianinanennaii

$u3 Anuianela wazanuassndnfvesliuinsaainauANNNlUUANTINIIUAS

M99 3: BYTNANIINTI DBNTWANID DY LALDNDINATIY

FLUSHATWS pPCV SAT LOY
ﬁ?LLUiﬁ’]LMG} IE TE DE IE TE DE IE TE
TAN 0.349* - 0.349* 0.206 | 0.164* | 0.369* -0.137 0.109* -0.028
REL 0.241* - 0.241** 0.113* 0.113** 0.226** 0.016 0.065 0.081
RES -0.135 - -0.135 -0.096 -0.063 -0.159 0.227* -0.048 0.179*
ASS 0.355* - 0.355** 0.255% | 0.167* | 0.421* -0.025 0.128* 0.102
EMP 0.121* - 0.121* 0.017 0.057* 0.074 0.168* 0.018 0.186™*
pPCVv - - - 0.470* - 0.470** -0.073 0.171** 0.098
SAT - - - - - - 0.365* - 0.365*
FUIURA PCV SAT LOY
R 0.628 0.743 0.228

veLue: DE = direct effect, IE = indirect effect, TE = total effect
* yanele Wedndnyneatinisyiu .05 (1.960 < t-value < 2.576)

* punei dodfynneaiifnsesu 01 (tvalue > 2.576

anUTeHan1sIY
AunmnstiuInslulifdandudalaiidnsnantsuindeauaniuivesldusnisesia

|
aada ) { o

fifuddynisadnfisedu 01 Tnefidrduuszansiduniaindu 0309 Faaenadestunanisiseves
Lai and Ching (2011) uag Harris and Goode (2004) uazidulunumguijves Zeithaml (1988) N1
\3esile gUnsaifiviuasiy vilvgliuinaAnsuslifnaumainauaimmsuing anuduaveafuils
Peluifiodondntasinazuinig uenainiiniseenuuuaniudl anudsarsnu fauazenn uay

= = = o i = 1% o 8 v < o a I3 1 o
HITLUYU FIUNINUNNULLANNIYEEDIALIEUITDY 1/]’]11/1‘U33EJ’]ﬂ']ﬁi‘Hﬂ’]i‘lJﬂiaﬂ’]SiUUiﬂqiLUu\lU'E‘JEJ'NVLNTJ’]

Y 1Y o -

e uazidnneunaney dwalviglduinsiinauidnauariunisidiluldusnslumdinatuniiuay
faiumnglduimssuifanaunmnisuinisluideidudalddunntuay deualiinmeAsusifumn
Junilude
Aunmmstiusmsluliimnundeienazaulindaliiavsnamanindenuiisuives
fliusnmsogreiiddifamneadafisedu 01 nefddulssansidumaniniy 0.241 Faaenadosiy
NAN15338983 Lai and Ching (2011) uay Harris and Goode (2004) wazilulunumguijves Zeithaml
(1988) msuanseaidlalunsuitiymilvdudlduinng vilidlduinslindauazidedeldin aatn
iEumnusndeyadiuivesiliuing suddiuinsiilnsemuiilavanly faunmvedliing
U313 uazmssdunuingald dwaihliglduinmsanmnsaiuilafmiuduivesaanimnisuing

ANANA1YeITIA TR lUAuNstInlEUTNS waganuAuA1vesamdsluietrluldusnislu
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