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Abstract

The research aimed to investigate the affecting of service quality namely tangibles,
reliability, responsiveness, assurance, and empathy. Moreover, study the effect of lifestyle
on customer satisfaction and the influence of customer satisfaction on customer loyalty.
The sample included 400 customers in Songkhla province who have been using mobile
phone network services using the accidental sampling method. A questionnaire was utilized
as well as data analysis comprising 1) basic statistics using SPSS program, and 2) the
relationship between variables using the Partial Least Squares Structural Equation
Modelling (PLS-SEM). The results showed that tangibles, responsiveness, empathy, and
lifestyles are the key factors affecting customer satisfaction and customer satisfaction
has a positive effect on customer loyalty toward continue using the mobile phone network
services in Songkhla province.

Keyword: Service Quality, Lifestyle, Satisfaction, Loyalty
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Tnsimvisiadafiinadeasluanfminaatelinaudmmiiuiie Tnelfnsdudaasing
wuTNLEY (Accidental Sampling) ﬁﬁfjmauLmuaaumu%\mm'ﬁmm 400 s FaiTiudrmani
\flufieran3 s Chin, Marcolin and Newsted (2003) uasiilewalunisiiaseiannslaseaing
WUU Variance Base (Stevens, 2002 : 395) Uszgn@l#lainaaunislasead 1ouuuiidsaas
Tiaafigaunedn (PLS-SEM) ilanaaauadtuddainaasniaeiia (Reliability) Téur
Composited Reliability (CR), Indicator Reliability waznaaaUANNTieInTIadad aviia [
Convergent Validity, Discriminant Validity, Cross Loading kaz HTMT Criterion ’i’JN‘%\‘l NANaL
dNFIF1U (Hypothesis Testing) WantaEnRugaag fudsurefitfudass (Exogenous
Variable) ffusiausunafiifiugauilsmnin (Endogenous Variable) ta3asfiafils iuni51fu
susIndaya (AR wUUaBUDIN (Questionnaires) Taetivifiu 6 dau TduA 1) LuuFaLAH
\fenfudiayaillessirauuuuasuau 2) uuuasuasfenfungingsunislfiadadng
Tnsdwisiadia 3) uuuaauaaLAgIfuAAWANTUE N TRl ST dAmdudadionaas
uAazAIML RIS U799 1NN TR UM LULFILAHATHAMATNNITUTNT UFulge
910 Thitimanakul (2015) 4) wuuasUaINLAEIFULLLUATITA AN UFuU5991n
Seangwattana (2015) 5) uuuaauaAgafuaImAewals U5u19991n Sunasuan (2017)
6) LULADLAMAENAUAITNTITNANA 1511599110 Rabelthamethani (2014)
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Loading Reliability bach’s
Alpha
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Loading Reliability bach'’s
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Fausurls Faulsued Main AVE  Composite Cron
Loading Reliability bach’s
Alpha
yufinududviaclfuinng 0.73
w3ndheInsdwifiadiafivinuls
AHASSNane  agnaanlil 2
Loyalty Vet Fguduiniseiazing 0.68
Tnsswiiniafailiilagiii 052 0.81 0.69
Wusnsfninasadnedu 3
VIUARTNANEUENTIAT a2 0.72
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Note: SatistfactionTand 3, Loyalty1, and Lifestyle6 was deleted due to discriminant validity;
AVE: Average Variance Extracted
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Figure 2: PLS-Path analysis of R-square values (n=400)
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FINATTIA 2 HANTTIATIEAAITHALIATITIWHDN WU JeUs8Tm 3 6 fa

7N

Lifestyle 1 Satisfaction 1, Satisfaction3 uaz Loyalty 1561 Loading #1147 0.6 Hadawa e

=

AVE #nd1 0.50 feiiuiasiafia waziudiayalnai wudn ssSaynsafid Loading g4 fia
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unstunfanzasauldd vindeniuwazinudadialdge yadudsnudindunis

e
a a

ANNANANG2D9T19TUA AN NANA AN U T2 ANTLAUNINHINAFAYINTU 0.58 5898911
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e
= a v 1

denasaflaluandminasratlaefdndseanadunaringu 0.15 Wwdgafudunseas
n1TApUANaRagnNA1ZaIn1TLSNMsaaflEUSN1TaaNasian I HRswal T U I Taasaan
fANUTANB LAWY 0.12 LAun2psdIuANa Ll laTidsHar AN RanalaLan
Faninasaalagfanlssana dumayinfu 0.12

A9 3 HANITIATIEAAITHLIATITITIUUNLALAINTNIBINIATTA (HTMT)

Assurance Empathy Life Loyalty Relia Respon  Satis Tangibles

style bility siveness faction
Assurance 0.76
Empathy 0.40 0.79
Lifestyle 0.30 0.43 0.72
Loyalty 0.34 0.43 0.51 0.72
Reliability 0.20 0.33 039 035 082
Respon 0.34 0.43 045 040 0.36 0.77
siveness
Satis 0.30 0.40 052 058 034 0.42 0.73
faction
Tangibles 0.20 0.29 032 037 035 0.36 0.37 0.82

31NA15197 3 §MT189U Heterotrait-Monotrait (HTMT) Té’igﬂ%’m‘h“ﬁmﬁatﬂ?ﬂuﬁﬂu
n9UsE AL ANT i lag Fornell and Larcker (1981) Henseler, Ringle, & Sarstedt
(2015) wuzH1I NI Fornell- Larcker LLa::miﬂ'izLﬁuﬁiwawﬁmﬁuéﬂﬂﬂTuﬂdu%ﬁm (Cross-
loading) 1iudEn19ndnlunisuszsfinainuifisensadesuunad19lsiniun1s3ve
wuudraasl@dameddansmanil g adalunsfumanuiiemsauuusuun wazly
Reanaluanunsoinisfnundiiiufiteslutlaqii deduFouugin g dnadan HTMT
amiuszaeuls 1HdEn ninSanfuruamnsalunsUssivasfisensesuuniy
SEM muA1a218u 191599 n193Farauntiil Henseler, Ringle and Sarstedt (2015) T¢
ﬁ’muﬂmmmgmﬁ 0.85 uag 0.90 AMFU HTMT LilaagUANgndaEeduun frarilu
ﬂ’l’iﬁﬂﬂ’]ﬁﬁi’]ﬁg\‘muﬂU‘i’iqLﬂm“flﬂa\‘l HTMT 0.9 Gold, Malhotra and Segars (2001) ilassn
HAN1TNAFALYNAIHINT1 0.90 FufiulUn1uA1817957U Henseler, Ringle and Sarstedt
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(2015) @viiu F9aqU A4 TaumadiananFefinaiesnsadesuun uazatu1sasi (i
Anseilunaannislassad190a

AT 4 wamiwmauauuﬁ;@m

Hypothesis Path Coefficient Beta SE t-value p Result
value values

H1 Tangibles —> Satisfaction 0.15 0.05 3.36** 0.00 Supported

H2 Reliability —> Satisfaction 0.06 0.05 131 0.09 Not
Supported

H3 Responsiveness —> 0.12 0.05 233*  0.01 Supported

Satisfaction

H4 Assurance -> Satisfaction 0.07 0.04 158 0.06 Not
Supported

H5 Empathy -> Satisfaction 0.12 0.05 2.22* 0.01 Supported

H6 Satisfaction -> Loyalty 0.58 0.04 15.84*** 0.00 Supported

H7 Lifestyle -> Satisfaction 0.33 0.05 6.39*** 0.00 Supported

Note: *p<0.05, t>1.645, **p<0.01, t>2.327, ***p<0.001, t>3.092 (one tailed); SE: Standard
Error

Reliabilty1

Satisfactionf

35.377 136

Reliabilty2 40.901
17.667

FslSal s.‘act-c.—z] ISa'.-sfad:-ou'l ‘Sa:.&facto-i
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24726 L
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4
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17.501 2333
Responsive. 32723

20.048
Responsive.

1.579

1
g

Responsiveness

;gg;; 17849 237 L;;;’; 17151 20279
21.925
Empathy [ Lifestylel H Lifestyle2 || Lifestyle3 ]l Lifestyled ” LifestyleS |

AT 4 NANITNAFAUTNNAFIH WU ARRSlsdHasianHasindnfiaas
A nsasadefiafialuanfainTaaeaat (B= 0.58, p=0.00, t=15.84) ATLAYWANNAFIY
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