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ABSTRACT

In this dissertation, the researcher develops (1) a causal relationship model of the factors affecting the
relationship quality of the customers using consumer goods delivery services in Thailand The researcher inves-
tigates (2) the congruence of the causal relationship model of factors affecting the relationship quality of the
customers under study with the empirical data. In this quantitative research investigation, a questionnaire was
used as an instrument to collect data from full-time employees receiving goods or customers using the services
from delivery employees of juristic organizations providing consumer goods delivery services in Thailand, the total
being 620 From Convenience Sampling The statistics used in the hypothesis test was the structural equation
model analysis.

Findings are as follows:

1) Service quality, delivery flexibility, communication, and delivery performance exhibited a positive
influence on customer satisfaction. And quality, delivery flexibility, communication, delivery performance, and
customer satisfaction exhibited a positive influence on customer engagement. Customer satisfaction and customer
engagement exhibited a positive influence on the relationship quality of the customers using the services. Service
quality, delivery flexibility, and delivery performance exhibiting a positive indirect influence on the relationship
quality through customer satisfaction and communication did not exhibit an indirect influence on the relationship
quality through customer satisfaction. Service quality, delivery flexibility, coonmunication, and delivery performance
exhibited a positive indirect influence on relationship quality through customer engagement.

2. The investigation of the congruence of the causal relationship model of factors affecting the relation-
ship quality found that the adjusted structural equation model exhibited congruence with the empirical data
at a good level considered from Chi-square (X*) = 196.141, degree of freedom (df) = 336, p-value = 1.000, and
relative Chi-square (X’/df) = 0.584. The congruence of the root mean square error of approximation (RMSEA) was
0.000, comparative fit index (CFI) = 1.000, Tucker-Lewis index (TLI) = 1.000, and standardized root mean squared
residual (SRMR) = 0.011.

Keywords: Service quality; Delivery flexibility; Communication; Delivery performance; Customer satisfaction;

Customer engagement, Relationship quality
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fruls Cronbach’s Average Variance Construct
Alpha Extracted (AVE) Reliability (CR)
ANNMNIFTIAUZNTS 0.870 0.638 0.876
Anudangusiminsings 0.860 0.614 0.864
nsdeens 0.870 0.671 0.890
nan1sURURMUAUN1TIRE 0.911 0.764 0.958
AruTianelavegna 0.930 0.656 0.930
muBasiugnignen 0.894 0.668 0.889
AMAWANLTUTUS 0.905 0.711 0.908
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wazA1 SRMR davinnu 0.011 (Hooper et al., 2008)
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DVEWaN NEBUTIRN I (Specific indirect effect) Yo uUsdaseTIaaranonain INAIIUAUTS

aalsendi aunlseadz  iC Indirect Effect aulszafismuig®  SE. t-value p-value
REQ SEQ SEQ —* CUS —» REQ 0.049* 0.021 2.293 0.022
SEQ —* CUE —» REQ 0251 %% 0.065 3.871 Y 0.000

REQ DEF DEF —* CUS —» REQ 0.045% 0.023 1.974 0.048
DEF —* CUE —» REQ 0.131* 0.066 1.987 0.047

REQ COM COM—> CUS —* REQ 0.024* 0.012 1.924 0.054
COM—* CUE —» REQ 0.068* 0.034 1.976 0.048

REQ DEP DEP —» CUS —» REQ 0.105%* 0.035 3.047 0.002
DEP —* CUE — REQ 0.112%* 0.045 2.502 0.012

* sedtuttuddit 0.05, ** sedutadddl 0.01, *sedutlddnd 0.001
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