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Abstract

The article aimed to 1) develop and validate a causal relationship model for loyalty in the
service of physical therapy clinics via the LINE official account in Bangkok; and 2) study causal
factors influencing loyalty in the service of physical therapy clinics via the LINE official account in
Bangkok. This study was quantitative research. The sample was people who choose service of
Physical Therapy Clinics via LINE Official Account and live in Bangkok of 215 people. The tools
used in the research were online questionnaires. The statistics used in data analysis were
frequency, percentage, confirmatory factor analysis, and structural equation model. The results of
this research were the development of causal relationship models, which consisted of four
components: 1) service quality; 2) product quality; 3) satisfaction; and 4) loyalty, and the model
was consistent with the empirical data to a great extent. The statistics showed CMIN/df = 1.82,
GFl = 0.95, AGFI = 0.90, SRMR = 0.03, and RMSEA = 0.06. The final predictive coefficient was
0.62, indicating that the variables in the model can explain the variance of the loyalty to choosing
the service of physical therapy clinics via LINE Official Account by 62 percent. It was found that
relationship satisfaction and product quality were, respectively, influential on loyalty. Entrepreneurs
who run businesses of physical therapy clinics should consider satisfaction and product quality as
important in order to create loyalty by returning to the service of the clinic.

Keywords: Causal Factors; Loyalty; Physical Therapy Clinic; LINE Official Account
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