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Abstract

This study aimed to analyzing the causal effects of employees planned behavior and
modern organizational management on the operational performance of elderly care centers,
with service quality based on the SERVQUAL model serving as a mediating variable. The
quantitative sample consisted of 400 personnel working in elderly care centers in Bangkok.
The research instrument was a five-point Likert scale questionnaire. Quantitative data were
analyzed using descriptive statistics, inferential statistics, and path analysis, while qualitative
data were analyzed through thematic content analysis and triangulation. The findings revealed
that employees planned behavior was at a high level, whereas modern organizational
management, service quality, and operational performance were at low levels. Among the
SERVQUAL dimensions, tangibles received the lowest mean score. The causal analysis
indicated that employees planned behavior (B = 0.621) and modern organizational
management (B = 0.397) exerted significant positive effects on service quality, jointly
explaining 80.30% of its variance (R? = .803). Furthermore, service quality had the strongest
direct effect on operational performance (B = 0.487) and functioned as a mediating variable.
Employees planned behavior demonstrated a fully mediated indirect effect on operational
performance through service quality. The qualitative findings further identified several critical
structural constraints, including inadequate physical facilities, limitations in the human
resource management system, and increased workloads associated with digital systems, all of

which adversely affected service quality and operational performance.

Keywords: Planned Behavior, Modern Organizational Management, Service Quality,

Operational Performance, SERVQUAL
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F=232.115p <0.001  psdnnsesanisyalu 0231 0.033 0315 7.000 0.000
(ORG_MOD)
@zumwmﬂﬁu%mi 0.265 0.042 - - -
(SERVQUAL)

v

INA3197 1 wamﬁmiwzﬁt,gumaﬁw%wal,%qmmﬁlmmmLLU'qammiIﬂsﬂa;Niﬂ
u 2 @ wail

1. aumsviunesulsdunang ammwmﬂﬁu’%mi (SERVQUAL) W21 NoAnTIumauuy
Wi (B = 0.635, p <0.001) LLazmsﬂ”ﬂmsaqﬁﬂﬁqﬂiwﬁ (B = 0.265, p <0.001) A5nFNaLTeuInme
AunmNsTnuInsvesuouaygengessiifdfameada Inefuusdassisaossamiuadune
mmLLUSUiaumaﬁzﬁUﬂmmwmﬂﬁﬁmﬂﬁ'ﬁy@aaz 74.2 (R? = 0.742, F = 570.814 , p <0.001)

2. aumsﬁmwﬁmﬂimuqmﬁw UsgAnSaimnisaduay (PERF) wuan lemiuna
Sviswavesfiulsdu q ua MusifidvinadainneUssAnsnmmasidunugeiigafio aanm
nslwu3nis (B = 0.362, p <0.001) 7938911AD mi%’mmiaqﬁmiqﬂim (B = 0.315, p <0.001) way
NORANTTUMUBUULNY (B = 0.162, p = 0.002) MUAIRY Fasudsiouslunuusiaesuiuiuie

UszAnsammssiiuaulnsesay 63.8 (R? = 0.638, F = 232.115 , p <0.001)

M13199 2 A1BNTNANIINT BNTNAN1IB0Y karBNSNATINVDILUUTIRBUTIAWR (n = 400)

fadsvinung (X) — aNsWa Svswamsoew  dvswasau  95% Bootstrapping Cl
Fausany (Y) NN (Indirect (Total (EwSudvsnaniseny)
(Direct Effect) Effect)
Effect)
LLCI | ULCI
NOANTIUAUUUULKNY ©  0.162%% 0.230** 0.392%* 0.148 |0.312
Usgansnmnisg
AL
Msdmsesanisgn 0.315% 0.096** 0.411% 0.054 | 0.151

Tny - Usg@anSamms

ANTUIU
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9111597 2 HAN1FIATIENBNSNAAINUT a9 (Mediation Analysis) NUYDAUNY
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1. LguMWQSW'SwamaawqﬁﬂiﬁmmwuLLUULquémaéaﬂﬁzﬁw%mwmiﬁwLﬁumu WU
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\umsasmuBvswaluusay (Partial Mediation)

2. La;juvmévﬁwasuaam'u?f%’]’mmsaaﬁmiqﬂimiéﬂNaéaﬂizaw%mwmsﬁﬁLﬁumu WU
2.1 BSnan1amss (Direct Effect) M13dnnisosansyalvaiidnnanismsadauinne

UsednsnmnisaitiuanuesslitudAgneads (Effect = 0.315, p < 0.01)

2.2 3n3wan19eay (Indirect Effect) N133AN1589ANTI5YAINNAINANIDOUTIUINAD

'
o w
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v o w [
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94ANITUINTAVNMTNDNHAGNEVBIBIANTANIINANTYTANNITNTNGINTUY WY NTTUIUNTT
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U58N13U50 NANNTITENUIT NOANTINAMNLUULNLIBIYARINTAIHATAATINDAAATH
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FUNQuNOANTINAINUKY (Theory of Planned Behavior: TPB) 784 Ajzen (1991) A a3 u1827
nYRNTTUTBIYARALAAIINANAR UTTVIngTUMedInN warn13SusANaNIsaluMIAIUANIY RS
Fudloypansiwginssudeuan seuazveusenuniuaunmesnislnuimslunuamnidode
nsnevaues amtula uaganumenlalaney Suuinig ueninidraennaestuuidenes
Giebel et al. (2021) uaz Hussain et al. (2023) iwum ngAnssuwazniaiFeuzvesynanaiulade
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[y

WUULKLYRIUARTNS lasHalngnsanaUsEAvEA AN SALTUNY winnaslanuduiusidauinlusedu

[

Ununansfiany winduasnanisoourununinnslnuinisaslinng SERVQUAL agnafitodndy
Iﬂaﬁé’ﬂwmLﬁumsémﬁmwmﬁugﬂ (Full Mediation) 78AunUaz9ouI1 AINAITALAY
arsslavesynannaliissognafisdlifismeiiaronssdulsyAvinmesesants mndaluanse
waidsudunsruiunisluuimsifiquninle nanie woinssuvesyaainTaramanenadNGUes
psnnslafinediongAnssudsnangnatevennussuunsivuinisiitimsguuarinaamnoy
nanTITeTsatuayuLAnnIsUIMSAMA TN “Aanmuinns” iWunalnideslesszming
AnenTNUBIyAINIAUNAA NS YEI0IANTS dBnAABsTULLIAA SERVQUAL ¥4 Parasuraman et al.
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dnvauztiunisasnuuuuuEy (Partial Mediation) uansliiun msuimsesnnmsgalvsiannse
snszduUTEAvE A mRsAusgLaygIanglasnmIauIszUUNUTARss LaraINNNTENTERY

[y

AMAIMNNITINUTNITAILAAY HadsnaaenrassiukulIAnesansadeluuilnauddyiu

o

N1598NKUUIATIATINIY ATUTMTNTHYINTUYBEY N1TATINTRIUSTINBIANT kavTeuvatiuayy
N15%1974 §adudaden ugIureInsas R U neazUseans A InueseInnITUINITAUNIN
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sruvaduayun1sg dznaulmiun gueguandiengduiunngdlvedidaniuyaains
alafin1g szvvatuauu waswalulad amalnn1suimsdnnishlaunsawaninadnsnuann i
[ [ v ' ¥ v a a ' o ¥ a

WNANEAIN NARINANEDARABINU Herzberg (1959) 18511871 Ua98A1UAITUSMITUARINTUAY

(%

anmwnaeulunisinuduladeriqu (Hygiene Factors) wndanistalufazasmalnlssdnsam
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1. C: Care Structure lassasumsguafiionsrutasnfouasanninuims
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NANFITENUIN aﬂﬁ“dizﬂ@‘UGTﬁUWE]@ﬂSilI‘U@QQﬂaWﬂi (B) uazn1sdanisesanis (A) lala
asnanoUszAnsnmnisdnduaulagnss Lm'myaazﬁsmammﬁuqmmwmﬂﬁu?msmﬂmLma
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FeuszAnEam wonani wamiﬁﬂ‘mL%aﬂmmwé’aﬁwa%msJL'E"auieuL%ﬂﬂiaa;ﬁaﬁémaﬁ{aﬂa%
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(Full Mediation Path)
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