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Abstract

The purposes of this research were to study the importance of relationship marketing,
perceived quality of service, customer satisfaction and loyalty, and to analyze the influence of
relationship marketing, perceived service quality, and satisfaction with customer loyalty using
service from complementary therapy devices from dealers in Thailand. The sample group
consisted of 454 physicians and nurses at public and private hospitals who purchased
complementary therapy devices from dealers. The instrument was a questionnaire. Data analysis
used the descriptive statistics to find the frequency, percentage, and standard deviation. Infer
statistics used to find the relationship of structural equations was ADANCO program.

The results showed that all the important factors at the highest level were perceived
service quality, satisfaction, relational marketing, and customer loyalty. The results of the
relationship marketing influence analysis, service quality, and satisfaction towards customer
loyalty were found that relationship marketing had the greatest influence on perceptions of
service quality, followed by perceptions of service quality influencing satisfaction. Satisfaction
influenced customer loyalty. Relationship marketing influenced satisfaction. Lastly, relationship
marketing influenced customer loyalty. The research findings are useful in promoting service
businesses, which play an important role in supporting the health economy for related persons

to use in further study and research.

Keywords: Relationship Marketing, Perceived Quality of Service, Customer Satisfaction, Loyalty,

Dealers, Complementary Therapy Devices.
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Tugaunaglududuusn

o

nan1533IngUsEasAtaN 2 WiaAnwINTaIATedNTLS A LN SwAzALsNElNE

9
dviswasiamuinfveagnifliusnsasesleunndlulssmalne
NANTSILASIZONSNAN19M5Y (Direct Effect) 3nSnani199au (Indirect Effect) waghasiy
BNTNaNTUAALFUNIIANUFUNUSVRIF LU TNHIUNTITUSUTLAALAINUIT ANUAUNUSTENINFUS

fnnuduiusnangauadnilumannuduiusanaiumdnsnaniemss (Direct Effect: DE) 8nawa

19983 (Indirect Effect: IE) Laznasiudnswa (Total Effect: TE) TAuans AN 2 Lagansna 1
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0.654 0.414 0.452

0918
0926

032—>
083

AN 2 LEAAINNTIATIEVAIRTLUAI LA ARRBINALNAUTDILULAA LA T

A1519 1 HANTISIATILIANDNSNANIINTI DNSNANIDDY LATHATIUDNTNATENINIF NS

fauusnelu (Endogenous)

Auus PSQ CSAT CLYT

meuen | (nMsfuiaunmusnig) (ANuNanala) (ANuANAYaLGNA)

(Bxogenows) | Direct | Indirect | Total Direct | Indirect | Total Direct | Indirect | Total

Effect | Effect | Effect Effect Effect Effect Effect Effect Effect

RLMK
(M3smann
W 0.65a 0.650** | 0.414** | 0.334** | 0.748** | 0.322%* | 0.187** | 0.509**
Famus)

PSQ - - - 0.511** - 0.511** - - -

v Y

(M3sus

v

AN

9

Usm3)
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fiawdsnnelu (Endogenous)

fauus PSQ CSAT CLYT

mewen | (Msfuipunmuinig) (Anuianela) (AuinAvasgnA)

(Exogenous) | Direct | Indirect | Total Direct | Indirect | Total Direct | Indirect | Total
Effect | Effect Effect Effect Effect Effect Effect Effect Effect

CSAT - - - - - - 0.452%* - 0.452%*

(AANUNS

wola)

CLYT - 0231* | 0231** | 0.452** - 0.452** | - - -

(A

ANAVDY

anAn)

o o -

nuewme *idydAynsadanseeu 0.01

o

[

fyanwal;  RLMK 1188 mananaigediniug
PSQ  wanefls mITuiamAInuINIg
CSAT vete Aufianela
CLYT visngfis Ausingvasgnan
AN 1 HANITIATIETANNTIATIESINUIINITAAATEUNUS (RLMK) SdnSnaniansene

N135U3ANAINUINTS (PSQ) InedlAduusednaivindu 0.654 A1 R® winriu 0.428 N13na1aldeduiug

a £ o

(RLMK) fi8nsnantansasamnufianala (CSAT) dArduuseansivindu 0.414 A1 R? ii1iU 0.710 hag

a ' £% N1 o a '

NsRAALTIFURUS (RLMK) 28vSwaniwmsaoninudnvedgndn (CLYT) dandudsyanswindu 0.322

A1 R? WU 0.525 egnsdidudnAynie@dfifisyau 0.01 uenanddmuinnisnaiadsduius (RLMK)

a v a

T9nswanneoausaauieanela (CSAT) Inefliaduusyanswinnu 0.344 Lagn15AaALBIdUNUS (RLMK)

J8vswan1edeusionuinfvedgne (CLYT)
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o a v o o aa o
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Na
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o o aaa o

pg9ldbdAyN19anANsEaU 0.01

o

afUs1ena
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1%
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Aanmuinsluddfivainuats Ao anudusUsssuvesuinig mnuidedelinnga msnevausssie
F3uu3ns mslimnuiulauasuuinis msdanuasidlalusuuinng maegshedesmsemiinienisiug
AU IS LAy N UaS TG sy lauazaufianelalUTudiae

so%aan Ao mamaadeduiiug Ineddsferudssinuauam funsdaoundnistonn
ﬂ%y’amma']agﬂué’uﬁumﬂ donndeaiuuwIAAYeY Christopher et al,, (1991) asuimsnainigeduiug
Hunszuiunisvesnizadns Snwnasaduaiaemuduiusidauentugnéuasddensdu q n1sman
Badwiudidunszurunslumsaia fiusiinsszereniugnéviegniniimanauasyhanusu el
ussaudmuneniinisnain alenisidilanudeinisvesgnAiuasu iAneg nAadiouduiusing
sudunuitelfussaramls @suaismnuduiusiugnantidanuduuds

Anudanaly nedunuvigliuinisuigsuuinmsaieanudulasglududuusn aensudiu
WU Y9 Oliver (1980, pp. 460-469); Garbarino & Johnson (2007, pp. 78-86) f111Laua3 1314
flawelayuues MsfuifsnaunmuinisildfuanuszaunsaluvieTwosunngvioneunadild an
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