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Abstract

The purpose of this study is to examine the influence of service quality on customer
citizenship behavior among users of electric vehicle charging stations, with customer well-
being serving as a mediating variable. This study employs quantitative research, The sample
comprised of 245 electric vehicle users who have previously used charging station services. A
questionnaire was used as the primary data collection tool. The collected data was then
analyzed using structural equation modeling (SEM). The findings indicate that service quality
has a direct influence on customer citizenship behavior and an indirect influence through
customer well-being as a statistically significant mediator. Service quality and customer well-
being explain 67.60% of the variance in customer citizenship behavior. The findings of this

study contribute to the development of new knowledge regarding service quality at electric
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vehicle (EV) charging stations and the civic behavior of Thai EV users. These findings provide
valuable insights for both public and private EV charging service providers. The results can be
applied to the strategic development of service quality improvement initiatives aimed at
fostering positive customer behavior, thereby enhancing competitive advantage within the EV
charging industry.

Keywords: Service Quality, Customer Well-Being, Customer Citizenship Behavior
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Wul1 §1A7 CMIN/DF windy 1.559 @1 GFI Wiy 0.819 A1 CFIiwindy 0.926 @1 TLI winfiv 0.920
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A mtinesAusznauluguANInNg U (standardized factor loading) vasauUsdannlaiian
¢ 381319 0622-0.937 FeilA1LAunI1 0.60 AT BN WT8IAUTENOU (CR) VoMU TUHT
IMsfnw TA10g5ening 0.761-0.932 Fufiundt 0.70 AnadeauLUsUTIuRAdALd (AVE) vesi

wUsuelafvinsAne denegsendng 0.515-0.735 Fauiundn 0.50 WARIINALUSELNA LA UDIF U T
VNMIANUATATIGLN (convergent validity) (Hair et al., 2010) #ann51991 2
AN5197 2 ANAMULYRILTRIAUTENBU ANAANULUSUS AN ALA

, . Average
o . Cronbach’s Composite .
Auds Factor Loading o Variance
alpha Reliability (CR)
Extracted (AVE)
SERVQUAL 0.775-0.970 0.922 0.932 0.735
- Tang 0.708-0.723 0.753 0.761 0.515
- Reli 0.721-0.850 0.822 0.835 0.629
- Resp 0.676-0.824 0.802 0.804 0.580
- Assu 0.671-0.804 0.765 0.764 0.520
- Empa 0.622-0.922 0.845 0.861 0.681
CWB 0.699-0.806 0.785 0.787 0.553
CCB 0.630-0.916 0.922 0.900 0.565
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. Average
o ) Cronbach’s Composite .
AUS Factor Loading Variance

alpha Reliability (CR)
P y Extracted (AVE)

- PFB 0.716-0.749 0.771 0.781 0.543
- WOM 0.666-0.829 0.807 0.820 0.605
- Help 0.742-0.825 0.810 0.814 0.594
- Policing 0.781-0.937 0.875 0.887 0.726
- Suggest 0.682-0.856 0.809 0.814 0.595
- Pati 0.705-0.808 0.811 0.814 0.593
- Intent 0.684-0.814 0.775 0.784 0.549

nu8we: Composite Reliability (CR) visngfia A1pseiuliaesAusenay
Average Variance Extracted (AVE) vianefls Aedsanuuwlsusiunanala

farsanemunsadasiuun (discriminant validity) anasniidesvesAnadeninunlsusiud
aftaldvafuysudiusiazs FasgeninAndudsyAvs avduiusseninafuysudsiusuduysudady
nndluliina (Formell & Larcker, 1981) nuinAniiaesvesanadsnuulsusiuiiainlg dauans
L.‘flué’hLaﬁuéhvﬁuLLm‘wLLmﬁﬂ'ﬁgqmfW’hé’uﬂizam‘émé’mﬁuﬁ‘izmwﬁaLLUiLLﬁJaﬁ?uﬁUﬁaLLUiLLm%uﬂgﬂu
LR ILasLLIUeY (Flawides) wandliidiuinnsiasulsurasfaunsaudawenesnandules
Fan5197t 3
A15799 3 HANTIATIERAUTIBINTUTIT LN

fuus CR AVE SERVQUAL CWB CCB
SERVQUAL 0.932 0.735 0.857
CWB 0.787 0.553 0.739 0.745
CCB 0.900 0.565 0.719 0.721 0.752

vewmg: AddumLLes A Asinfidesvesindennuuususiuiiaialé
A aLBes Aeenduysyavsanduiusssinsuusui

nnmslengilieansindsasulein ffaildlunsiadulnduldmuiunfamamgud
firnuiiesnss danindede wazilnumnzauiiszsihluiiessilunaaunsliassaiaiodnw
mudngUszasasalule

N15AATINUUUTNRR9ENNTTIATeE ST IndaUANNRFIY

MR EsBvEwATe IR MU s TITidengAnssumsdunaliesvesgndn e
sanluiinvesgnAdusuysdeinn dunuuiassaunislasiaine uansldfanind 3
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1 a

il 3 lunadninavesnmunimnisuinisifidenginssunisiunaidiosvesgndn

¥

Inefinnunanludinvesgnandudiuusdeinu

A5199 4 ANDYTNANIINTI ADNTNANIDDN LAZAIDNTNATIU

fausnnu
w ANNNIENTUTINVBIGNAT wginssunsidunadiosweos
e INIPR NG : Y .
(CWB) ane1 (CCB)

DE IE TE DE IE TE
ﬂmﬂ’]WﬂﬁU%mi (SERVQUAL) 0.739%** 0.739***  (0.585***  0.214**  0.799**
ANURNENtuATInveIgnAn (CWB) 0.289** 0.289**
ArduUsEavsavduTIS TR (R) 0.546 0.676

nuBWAe: Direct Effect (DE) el 8nSwann1anss Indirect Effect (IE) gt 8visnan1ades
Total Effect (TE) nanefia 8vswasiu
gDy AludANTEau 0.001 ** wunedls duvd1Agyszau 0.01

NANTIATEBYENaTeIANAMANTUT ST engAnssunnunaiiieswesgndn Taedl
AurgnluiinvesgnAduduUsd s nuensed 4 wudn aunIMAITUIANT (SERVQUAL)
a1unsnesuremnunanluiiinuesgnan (CWB) lasesar 54.6 (R® Wiiu 0.546) diuamninng
U3N15 (SERVQUAL) wagm1unantudinuegnan (CWB) saufuaunsaesuienginssunisduy
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naleswaigne (CCB) lnferar 67.6 (R* winiu 0.676) asunan1siiAsIgiaA8vnani1ense wag
avsnan1deu lansil
1) AMAIMNITUINS (SERVQUAL) HanSnantmseieanurignluiiinvesgnai (CWB) ag1a

Y] [ a

fitfuddnymeadafisedu 0.001 WulumuauuAgiuiidivuald Inefedulssansannosuinsgiu
M30A1BNENAN1RTY (direct effect) 11fiu 0.739 (p-value < 0.001)

2) murngnludinvesgndi (CWB) ddnsnantmswonginssunisdunaiiisavesgndn
(CCB) aesfifedfgymeadafisesdu 0.01 Wulumuauufgiuiidivualy nedaduuszavionnes
UINTFIU UT0A1NTNAN1MTY (direct effect) LWinfiu 0.289 (p-value < 0.01)

3) AMAINNITUINTT (SERVQUAL) d8nnaniemssienginssunisidunaidasvesgnen
(CCB) pesiifedAmnaainfiszdu 0.001 Wulunuauufgiuimueld lnedadulssansannes
UINTFIU NTANBNTNAN1RSY (direct effect) 11U 0.585 (p-value < 0.001) LALIINNITNAFDY
lagl4s Bootstrapping Fadunsdusedrddminfeunisunud iledszanuamafinefussans
Tnervuai 1 ,000 ASY NUIAUANNITUINS (SERVQUAL) mamawamawqmmimmﬂ‘duwaL@Jawaﬂ
Qﬂm (CCB) mmmimmmqﬂiummﬁuaqqﬂm (CWB) ImsmWamﬂizawﬁmaaammﬁ’m N30A"
Svswannedau (indirect effect) Wiy 0.214 wasfitoddyvnsadaisedu 0.01 (pvalue < 0.01)

ey lria1dnswasiy (total effect) winfu 0.799

dsduazanusnena
a I 1 aa a I a 1d IS
ANNMNITUSNSYasEn s as Uil isvsnanisuindenginssunisilunaliieses
v ! o o w aa v [ = A . .
anAegeldedAyn1eais denndesiunsAnuIinIuNITee Xavier (2022) uaz Sukendi et al.
(2021) MBFUIYIN AMAIMNAITUINTAINANTENUNNUINADNGANTTUVDIGNAT AUASLAYIUTY
U3N15989gnAN NMITEIUTINVRNAT USEaun1Taiuedgnan Wagn1suensiavedgnen
wannnginssun1silunailewesgndilasudvanan1answnainAunImnIsuing udads
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H1UL1Y84 Troebs et al. (2018) 198ung11 UadunuamnImNITUSNITdwanaseauAUkIanty
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Y
v o

WodAgneala aennaeeiun1sAneves Kang (2020) Ma5u1edn mnggnAiadunantuiin

o

andnsnduuliuasndugndnfidanddudnlunssuiumsiaunuinslifsedu naenauuansds
wAnssumsdunaidesvesgninld Wulvlwhusaderfiufiu Wang (2021) l¢fusuingndnisslad
wuanangAnssuiduuseloviiessdmslasasinslamniisefuanumanudingia
MnransAnwazulein ausngnluiinvesgnindusulsdeiiuresnuninnisuinsid
5w%wa¢iawq§mimmﬂuwaLﬁawaaqﬂﬁﬂ aenndosuNsAnuITiiIuINYes Garrouch and Ghali
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