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ABSTRACT

The objectives of this research were to develop a model for the structural equation of
the factors influencing the sustainability of customer loyalty in the aging health service business
in Thailand, to examine the consistency of the model for the structural equation of the factors
influencing the sustainability of customer loyalty in the aging health service business in Thailand
that had been developed from the empirical data, and to study the direct, indirect and entire
influence of the factors influencing the sustainability of customer loyalty in the aging health
service business in Thailand. A mixed methods research, quantitative and qualitative research
were applied. Quantitative research was used to collect the data via a questionnaire. The sample
group comprised 440 elderly people in Thailand who currently use or had used the service of a
private elderly care center. The collected data were analyzed using percentage, mean, standard
deviation, skewness and kurtosis, confirmatory factor analysis, and causal relationship analysis.
Quantitative research was used to analyze the analysis result via an in-depth interview with
professionals who had expertise in the aging health service in Thailand.

The analysis results indicated that most respondents, 64.13%, were female. Most of
them, 44.57%, were aged 76-79 years old. 62.61 %were married, 60% had graduated with a
bachelor’s degree, 168 participants earned 50.001-70.000 THB per month (36.52%), 39.14%were
employees in a company, and 86.09% used an aging health service. The results obtained from the
confirmatory factor analysis showed that the convergent validity and standard regression weights
were significant. The analysis result of the model for the structural equation and the model fit

showed the sustainability of customer loyalty had a direct influence from the customer



satisfaction, perceived value and service quality, and an indirect influence from the marketing
mix with statistical significance. The variation of the sustainability factors of customer loyalty
could be explained at 89%. This was consistent with the result of the in-depth interview, which
agreed that the aging health service business constructed the sustainability of customer loyalty if
people perceived the value and quality of the service, which resulted in satisfaction. However, the
economic and social growth altered the quality of life, well-being, and the population structure;
the number of elderly had increased and they had more interest in health and healthcare.
Therefore, this model should be implemented to support the aging health service business to reach

the standard, safety and reliability, and fulfill the demand of service users worldwide.
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