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Abstract

The objectives of this article are 1) to study the level of service quality, satisfaction and loyalty of
users to the animal hospital in Rangsit Municipality, Pathum Thani province and 2) to study the satisfaction as
the mediator factor linking the service quality to the loyalty of users of the animal hospital in Rangsit
Municipality, Pathum Thani province. 3) to study service quality and satisfaction that have a direct influence
on the loyalty of users of an animal hospital in Rangsit Municipality. Pathum Thani Province As the
quantitative research, the research tool used is a questionnaire. The researcher collected data from 200
customers receiving services at an animal hospital in Rangsit Municipality, Pathum Thani province, according to
the concept of Hair et al. (2006). Statistics used in research for data analysis include frequency, percentage,
mean and standard deviation. In addition, the structural equation analysis (SEM) is conducted by using the
Srart PLS program. As research resullts, it was found that 1) the levels of the service quality, satisfaction, and
loyalty of service users are overall at a high level with the means respectively, and the standard deviations of
0.620, 0.710, and 0.645, respectively, and 2) the satisfaction is the mediator factor linking the service quality to
the customer loyalty. The service quality (SQ) and the satisfaction (ST) of the animal hospital in Rangsit
Municipality, Pathum Thani province, have a direct influence on the loyalty (LO) with the values of 0.817 and
0.316, respectively, and the service quality (SQ) has an indirect influence on the loyalty (LO) with the value of 0.258.
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wavasedn Samiaunustll lneasidunsfnwidieudiou anuduiussevninnisdouleswmmunin

nsuinsganuindvesitrSuuinistsmeuadndlumauiassdn Jmiaunusiil uansdenmi 1.3
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[ 513 |[ sta |[ st5 |[ ste ][ st7 [ st1z |[ st11 [ sT10 ]
48.655 435,244 143,449 19,250 A17.953 54,051 ~18.306 ~40.857

[s11]
41.119 36569

0.622
so7 .14, Y/
S0 11956 o
7.44
23429 3,205 20,011
204 20.679
6.068 pop Loz
3338 : LO3
238~ . vV 26,283
25253 ) "SQ Lo
4.473 23,785
30.667 / :
71.390 'I 27.353
[(so1s 3002 | 29.486
. 109 |
(5016 I'535 /

23.244
Q24 ”

AT 1.3 WisuflguanuduiusseniadenlesnunmnsusMsdanudnfvesidnldusnig

lsmeuadailumeauiadsdn Sminunusil

A19197 1.3 agUNanIIageUaINRFIU

- . dulszdng | ..
FUNAFIUNTIIY (Hypothesis) Y AN t-test | Waaws
LUN19(Coef.)
H1 AaNIMNSIAUSNSEBVSwan1anssieauianala 5
o A 0.817%** 23.429 AuuayY
ULNRATE R
H2 AanMNSIiUSNsiBnSwan1anssieauinfves 5
Y - 0.429%** 4.473 AuuayY
AlEUINTS
H3 AuRaneladdnsnan1msasaauinAves 5
Y - 0.316%** 3.205 AuuayY
AGITRRRE

MBI Vel p - value < 0.10 ¥30A1 t > 1.65
** 937889 p - value < 0.05 #30A1 t > 1.96

% ygede p - value < 0.01 ¥30A1 t > 2.58

NASW 1.3 aunseasunansieaeidiwuvaunisiasiasiwesladeninaseglduinig
lsaenuadailumeuiassdn Jmdnuyusid munisveaevauyfgiudase Ul
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=

auufgIunl Auamnstiuinsiansnamemswieauianelavesldusnislsmenuia

= a

dnilumauiadedn Jminunus il nan1svegeuauuAgunud ToyalisUseIndatuayuauufigu

aad

M5398 Tusziuanud fgnieadnd 0.01 Tnefaduussandidunns (Coef) 0.817** wnaAInui
AunmMsTiuInsiiBnswadeanuiwelanararudnfvesliuinisismervadailunauiadedn
Jminunusnil (t=23.429)

auufgnuil 2 auamnsliuinsTviwamanssionudnivesgliuinslsmeuadnilu

o o

wAvassdn Jarinunusiil kanismeaeuanuAgIunuIteyaidaUsyIndatiuayuauuigiunsidely

o o a

sydumuddyN9adA 0.01 TnodardudseanBidunia (Coef) 0.429% vu18AININ ANNTHAT
Wiusnsiangnanimssdennudndvesldusnisismeviadnilumauiadedn daminunusiil
(t=4.473)

aundgnuil 3 amnuianelaiidnsnanismssdennuiniveslivinislsmeviadaily

wAu1aTadn Jarinunusiil kansmedevaNuAgunuIteyalisUseindatiuayuanigiunsidely

'
aada

syupUdAeadin 0.01 Tnelidulseansidunis (Coef) 0.316%* mueamuin anufansla
{8vswannsweruinfveliusmslsmeuadailumauiadedn daminunusiil (t= 3.205)

8.5 naMTIAIZIBVENATEITILUIAUNAS

INNTIATIZIBNENATe WAwUSAUNA1S (Mediation Variable) Fadusuusiidnulaeu
auduiussEniesnUsBaseiumnUsnu TnefisauusAunasanunsaesuievsnanisausening
MnUsdaszuaziuuseu lagldlusunsy Indirect (Preacher and Hayers, 2008,pp.879 - 880) wadile

UTINYAMITNN 1.4

A15197 1.4 HaN1SNAFRUDVENAAUNANY

AUNAFIUNTIIY (Hypothesis) Effect | Boot SE | Boot LLCI | Boot ULCI

Ha arufaneladuiadedunareidonles
.1044 254 .0599 .1584

FEMINAUNINNTIAUINITFANINANG

A5 1.4 Han1snaaaudnsSnasunatanuIn anuianeladuiladudunansiideaules
seninfunnnsiusnisganuinavesdldusnistsmenuiadadlumauiasedn Sminuyusii
TnefiAnanuvesduUseansuaulnan (Boot LLC) wagvauunuy (Boot ULCH Tutisvesrnuioiu

Limau 0 waned anufianeladuldadedunansi@enlessenitsnuninnisiiuinisdainudnfves
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a =
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Y

Y

nsfAnsedeansiugliuing wasdanuldlalunislivinisnasninal msussidufudii@unsasy
anudesiulunisidenlduinisvesgninlsmeuiadaiuimislumauiaiedn Sminunusi
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(g a
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o A I3

ANudAgy A ANUANTAYTIBIVAD UAXNITRUATNBININAIIUABINITYDIGNAN damanidanarili
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Tsmeruadnilumeauiaisdn Sminunusni (t=4.473) aunsananldi fldvimsifianudfioela
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AuazaIn ansardndeinisuinisldiie dsaenndestuauideves wien 2¥miisuins (2562)
nmsfnuisadefifnadonnufianelauazanuasdndndlunislivinsfuddanioguninuay
AMuNTURUULIASo v s lulan JMNEMIUATLATUSUAM A Han1TIdenuIANenelanas
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71190159879 AUKAR AU warAuianelalinamnanuasnAnG tneldeddnisadfnsesu 0.05

£

v P '

AusdnfigndnlasuanUszaunisainsenisnevauesaindefiaiands iunisiseuiisuseniing

v
[ '

aruanlundusndenisidendedudviouins Suiligndidnaufinelaszneliiindviwa

mMansseauindvesldusnislsmerviadnlumauiasadn Yminunusid awisanandladn

flauinisidenufnilunindenliuing iWeswingndudianlduinisvesads Idsunisusnisds

A MALTAIAn s danaliiAnnsuugiuaznsuende Jsaenndosiunuideves Akbari et al

(2016) ldAnwuAsfuauasinAndlunaianisudstunsinugniuagmsaiienailindauas
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