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ABSTRACT

This article presents factors of service quality in provincial construction contractors (North-Eastern Thailand) which influence
satistaction of project owners, and lead to behavioral intention of the project owners in repeating employ of the contractors
in the future projects by using structural equation modeling (SEM). The research found the service quality has not had direct
effect on the behavioral intention of the project owners, but the service quality influenced the behavioral intention through
the satisfaction of the project owners significantly. Moreover, the service quality comprised of three factors (1) empathy,
(2) responsiveness, and (3) tangibles. Guidelines for strategy in developing the service quality of the provincial contractors
were discussed and presented in the results of this article.
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4. WAy

v

yinmativdayauvudaumuiinzadlasmanaaieieehiegsumanlurenuiiddania navue 132 atu 1a
RIS

4.1 uadaYALTIUIIIE

#1597 2 AMAN YU ANTDYATIUTIENY

Qmé’numzﬂaqﬁaya NUIY Percentage (%)

SOULENBULUUTDUDN
- W229lATINS 92 69.7%
- SN/ Munudradlasams 40 30.3%

Uszanlasamsnaase

- thudien 61 46.2%
- ymilad /e swdize 23 17.4%
- dilnou 15 11.4%
- Tseu/Tnea 16 12.1%
- aWSNLIUA 10 7.6%
- au 9 7 5.3%
ANUUzFUNINTN

- HSUmaNFununaaNaiy 86 65.2%
- HSUMINFUNINUEBNLULLAENNINBESN 46 34.8%
Yo lAsINIsNaas N

- Uen 1 UM 19 14.4%
- 1-3 UM 50 37.9%
- 3-6 AU 37 28.0%
- 6-10 AN 19 14.4%
- NN 10 SIULIN 7 5.3%
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4.2  HaNMIFINUUUINDY
4.2.1 gamNANsTIREIE1

NNMIIANHUIEEE15I9 )Exploratory Factor Analysis: EFA) #ayanauwuuaauoy ludiuyasdamoiu
MUAMMWANITUIMS (Service Quality) 23 98 (SQ1-5Q23) Ifmmuaudinds IVariables) Lﬁaﬁazv‘hmﬁﬂmﬂu
Fulsifimamsiensilndidaddiagndudeandu Toanduiuisiigndenhiadevieasdissnou (Factors) wia fu
(Dimensions) M3eneitadadednalumided Hmaiamavuunuuuy Varimax Tumsiangududs woms
Sieszinud daulsildanhnin (Factor Loading) 6 7 lagnianguitu 3 ﬂ@juﬂﬁﬂmumfmﬁfﬂ ﬂa%’amjuﬁ 1
Usznauasauds SQ7, SQ18, SQ6, SQ9, SQ21, SQ19, SQ17, SQ22, SQ23, Waz SQ20 ﬂﬁﬂﬂajuﬁ 2 Usznauae
$Q10, SQ12, SQ11, SQ13, SQ14, SQ16, uaz SQ8 nguiaiail 3 Usznaude SQ3, SQ4, SQ5, SQ1, uas SQ2 Tas
@ Kaiser-Meyer-Olkin (KMO) = 0.943 (KMO>0.6) [10] waz@ Bartlett’s Test of Sphericity = 0.000 (Sig.) AUFA
Tumnsedi 3 Q’iﬁﬂlﬁv‘hmiﬁgﬁ'aﬂéuﬂﬁﬂ 188NN NNHBNUIALYBY Parasuraman et al. [5] Frail ﬂ&juﬂﬁﬂﬁ 1 3o
“Jaeenumsinlannu3dngsuusnis” (Empathy) ﬂﬁiuﬂﬁﬂﬁ 2 %ot “Tasudrunsasuausinnudeins”
(Responsiveness) Ltazﬂaiuﬁﬁﬂﬁ 3 #oh “Tasenuanauluglsssneaeu3ns” (Tangibles) muaauy Nnnihms
aRdaumANNIhZade IReliability) [9] waﬁagaﬁwuﬂnﬂﬂﬁﬂ 18@1 Cronbach’s Alpha tihnu 0.953 laguanudas
nguiade 1, 2, uaz 3 la@) Cronbach’s Alpha AU 0.932, 0.883 Uas 0.808 MNFIGU
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waag‘i%"ummﬂ'aa%’nGhas‘i'wi'm’lu‘l:ﬂiaﬂﬁfiaa%‘m

#1599 3 ANNTN (Factor Loading) M33ATziademumidaamwmsusng

o nanlave

wIua Cronbach’s Alpha (Q0)
1 2 3

SQ7 0.745 0.165 0.237

SQ18 0.73 0.156 0.267

SQ6 0.693 0.198 0.335

SQ15 0.678 0.365 0.255

SQ9 0.675 0.349 0.206

SQ21 0.661 0.328 0.277 0.932

SQ19 0.653 0.298 0.261

SQ17 0.637 0.344 0.135

SQ22 0.63 0.381 0.42

SQ23 0.609 0.32 0.149

SQ20 0.582 0.469 0

SQ10 0.232 0.747 0.297 0.953

SQ12 0.249 0.727 0.228

SQ11 0.229 0.718 0.263

SQ13 0.364 0.641 0.235 0.883

SQ14 0.512 0.584 0.184

SQ16 0.422 0.505 0.143

SQ8 0.474 0.502 0.244

SQ3 0.344 0.159 0.717

SQ4 -0.052 0.374 0.711

SQ5 0.312 0.279 0.704 0.808

SQ1 0.413 0.111 0.575

SQ2 0.43 0.223 0.532

Kaiser-Meyer-Olkin (KMO) = 0.943 (KMO>0.5), p-value = 0.000 (Sig.)

2.2.2 WUUIABIMTIABUAUR 1

WUUSI8BINSIA (Measurement Model) [7] Y¥wthii SamuaBanauaziuium e NAMIIANGN
wlsiludadelaguaziia (Model Fit) anysalfvialal Fawvuassmsiafaamsinsddasediiugy (Confirmatory
Factor Analysis: CFA) “L%uLE]\] [7] Immiﬁ'ﬂﬁ mehammﬁmﬁué’uﬁ 1 (1st Order Measurement Model) %ﬂtﬂuﬂ’l‘j

16 nge Tsugissm

1-1 000000000000000000000000000000000000000000000000000000000000000000000000000000000_000 000000000000.indd - 16 12/4/2559 8:47:25



1 TNEEE

1-1 000000000000000000000000000000000000000000000000000000000000000000000000000000000_000 000000000000.indd 17

Research and Development Journal STRUCTURAL EQUATION MODELING FOR SERVICE QUALITY OF
Volume 27 Issue 1 January-March 2016 PROVINCIAL CONTRACTORS IN CONSTRUCTION PROJECTS

Annsiitauiuinmsiangudulsiladadiu 3 nquihds Usnaudetaiadumsadnlaanuidngiuuims dade
humsmauguesrNNGaIms uaztRiaduamuiiusussamandmaiuldglasiio (Model Fit) auysol samiiasisi
wud wuuhasedalildgUasiia (Not Fit) fsianuiiudaslsulsuuuiass anmsiiansendr MI (Modification
Indices) wurh fidutsthsglunuuiass ildnamsiensiiduiusiueg §ise3al#iBidendadulsilinaddoudy
NNPRER waﬁlé’ﬁﬂﬁuuuﬁwaaﬂé’gﬂazﬁﬂaugsaﬁ Chi-square = 131.743, df = 116, p = .151 (>.05), CMIN/DF
= 1.136, GFI = .896, RMSEA = .032 (<.08) [11] HamFIanziuuuiaasmsiaaaud 1 ﬁmaﬂﬂugﬂﬁ' 3

AASERLESE.

sQ17 | | sQ18 | | sQ19 | | sQ2o | | sQ21 | | sQ22 | | sqQ23

J2 8
67 73 .66, .80 S0
.76 7 .67

@A

41 so11

SQI12 74

SQI3

.60

ORONORE)

SQ14

Tangibles )’

o7 71 it 73

SQl sQ2 SQ3 SQ5

.45l .51l .sol 454l
Chi-square = 131.743, df = 116, p = .151
CMIN/DF = 1.136, GFI = .896, RMSEA = .032

sui 3 LUUBBINFINDUAUN 1

4.2.3 LUUABINTINBUAUN 2
wuuaeIMIINBUAUT 2 (2nd Order Measurement Model) [7] nanad wuuiassnduduinguaiulsilado
' @ & o o v A& & o o . ' v &
nauludadelyudiniu ansounuiedadednaiau Fudludununiadiudsuns (Latent Variable) waanguiadau
v a o . o~ [l Va v o @ ' v & ' @ a F ° v o W
laguaziiad (Model Fit) w3alal [7] 3aelavhmsvangudadens 3 ngudads (nwamsieneiiuuhasimsinauau
d' d! v o VvV vV VR Yo = L Vv k4 o Vv <)
7 1) Fisznaume Tadeeumsidnlannuidngsuuins Jadedumsnauauainnuaesns uastadaauanuiy
FUBTINVBIUIMS UNUMETIUUUR (eNLfien) N09zadn “Qaumwmsuims” (Service Quality: SQ) MNMIIATIEH
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Ui 27 atuit 1 unnAN-Tnen 2559 waagﬁ'ummﬂ'aa%'nGins‘i'wi'm‘lu‘l:maﬂ”ﬁfiaa%‘m

anlarhliuuudasslasUasiinauyseld Chi-square = 131.743, df = 116, p = .151 (>.05), CMIN/DF = 1.1386,
GFI = .896, RMSEA = .032 (<.08) [11] HaM3IANHUUUTIaIMTInaUaUN 2 dauaaslugui 4

099888999

SQ17 | | sQ18 | | sQ19 | | sQ20 | | sQ21 | | sQ22 | | sqQ23

J2 .73 .86
o7 75 .60 .80

.76 ’ .67

.88
@)oo
41 sq11 @ P @

68

@ 551 5012 ” 76 .00
Responsiveness) 87 Service
5 2 "° Quality

SQ13
Q 78
@

75

Tangibles

67 71 it W

SQl14

SQ1 SQ2 SQ3 SQs5

!
Chi-square = 131.743, df =116, p=.151
CMIN/DF = 1.136, GFI = .896, RMSEA = .032

Ui 4 wuuheasmyinauaun 2

4.2.4 wuuneaudalasedsi

LUUS809B9TAS9§3 (Structural Model) ¥vthii uaadnswa (Influence) sewiatlade (Factors) waadys
Wi (Latent Variables) figawa/answanaadeau q 7] mﬂ%aagaL%qﬂssé’ﬂﬁﬁtﬁummnmju&hadw Togshansauiiay
fuuuuassiila@nmunaaliud (Conceptual Model) 'hmehaau%ﬂﬂsqa%wﬁlﬁgﬂasﬁ@ﬁ (Model Fit) w3aly [7]
Tsnutunauil Q’%ﬁ'ﬂlﬁﬂ%ﬁqﬁm,mﬂ,m?yjum 2 ¢ Aarnuitanela (Owner Satisfaction: SAT) uaz wa@nssuaNuasla
(Behavioral Intention: BI) 39N 33tAIEH wamé’ﬁﬂﬁuuuﬁwamlﬁgﬂazﬁﬂauyitﬁﬁ Chi-square = 259.656, df = 224,
p =.051 (>.05), CMIN/DF = 1.159, GFI = .859, RMSEA = .035 (<.08) [11] #am3itasziuuuianudelasedin
Gauansluzuil 5
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299999999

sQ17 | | sQi8 | | sQ19 | | sQ20 | | sQ2t | | sQ22 | | sq23

J2 67 74 - .66, 79 .85
77 : .66

1.02

1)+ sau 2 Lot =) @
.80
68 SATI
.89
@ S SQI12 74 74 .00 31
. .86 Service .56 Owner 89 .79
.59 - N !
@e=lson > “ .
@ 85 ~ o 0 SAT3 | @
.61 N
@eelson \
2 N 88
. Behaviora
Tangibles @
S Q
SQ1 SQ2 SQ3 SQ5 BIl BI2 Bl4

L 000

Chi-square = 259.656, df = 224, p = .051
CMIN/DF = 1.159, GFI = .859, RMSEA = .035

3U7 5 wuuheeudalasain

5. ﬂ?ﬂttﬂzﬁﬁ)’liﬁ&lﬁ (Conclusions and Recommendations)

MmiAdeil Tdhmsfnniadaviaasdlsznou sasgamwnuuims TunudaaiisasdSumntesieimio
Admaniadanswadaanuiiswelaveadvaslasams uazdwwade lugamgdnssuamuaslalumslivimsasedaly 1¢
uagafiuaaslusiida 4.2.1 uazasei 3 mﬂﬁ?ulﬁa%qme"wamaumsl,%q‘[mqa%wﬂ%aﬁmﬂwqﬁﬂsimmqmmwmu
wimsfidenadaanuitanala LLazmmewaqLad”maq‘[ﬂsqmiﬁaa%fwmnm:%’ummﬁaa%wehﬁwi'ﬂlﬁ é’quamiugﬂﬁ
5 NnUEMSIANERLUUhauBilasiaiil Tamaazuanedniwaludiudag smnsathuaduenalss wun
AUMWMIUIMS Fdnswa (0.56) daannianalazeudnizadlasimsnaadagniteddy (ansu H1) wazany
anelazesdwaslaseims F8nswa (0.92) dangdnssuanunslalumsliuimsaseaallatheiiioddn (sandu H3)
Tuduqaumwanuuinms ddndwa (0.03) adwbifivedany (Ufues H3) wisaananlah aumwnuudmsbifidniwa
Togass dangdnssuanunslalumslivinmsessdalirasivaslassmsieadi wadnssuanuaslalumsliusms
addail axfeuldiy draddasimsazdesiienufianeladenay Tasfienuianelavasdwaslasimsazianuld
Anaumwmaumsituesiuman Faummmsuimsil Ussnaudae 3 Tade fa (1) Tadedumsiinlaanuidn
H{3UU3Ms (1.01) (2) Tadeimumsnauauaianneasns (0.86) uaz (3) Tasasnuanuiuglsssnuasu3ms (0.85)
auidu Tesiluduzastadadumainlarnuddngiuuimsiu mafuanudauiessesnuldifiuadud wiouds
8V (SQ22 = 0.85) L?Ju?iqﬁLﬁwaﬂmqmﬂﬁmmﬁwé’tymﬂﬁqm 509893 A8 mstastuanudamedanuieiy
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Ui 27 atuit 1 unnAN-Tnen 2559 wmgji’%’ummﬂ'aa%'nGins‘i'wi'ﬂ‘lu‘l:maﬂﬁfiaa%'"m

MsudEEa (5Q21 = 0.79) ludurasadadhumsaauauasanudaimsiu wgdnssurasaunuiiaienusiulaly
M3¥OU (SQ14 =0.78) Lﬂuéqﬁﬁ"nwaﬂmqm{lﬁmmﬁwﬁ'ﬁymnﬁqm 5998900 AB MSEUR LEMSTIEaadYaY
Tasamstiindnuanmilanndannas (SQ13 = 0.77) LLaz‘luéauwaqﬂﬁﬂﬁmmmLﬂugﬂﬁssmmmsu‘%nﬁfu GG
Tﬂsqmﬂﬁmmeﬁﬁ'm,ﬁ'umsﬁl,anawsﬁsmauﬁﬂmmuﬁau fimsdassuudiuadned N’lﬂ‘ﬁlEjﬂ (SQ5 = 0.73) SINNIAD
Hunuaunuiiismauasivinusimingaudunuilésu uasfimsiaiuian gunsaifiuadedlifaanemehauuas
wﬁ"u@LLammazamwawﬁNm (SQ2,SQ3=0.71) NnfingnInil sansohwaildil 11Jﬂ°muﬂLﬂuﬂaqwﬂunwsﬂ%’uﬂgq
AMMWANSUIMIlUunURaaadSumINgNmia (maasiuesnieuniis Yszmdlne) vileliAaa il
gafanaailddaly fiderhmsspluuudmmaaamwnuiimssasgFumintaaniedaniald duaaddusi 6

] ] Owner
) ) )
Service Quality N Satisfaction
> N
N
N
N
N
N
N
N
N
N
RN
Behavioral
Intention

U 6 wuuheeuBIEmaAUMNNIUUITMITIR S UmINABETNANTINIG

(Causal Model for Service Quality of Provincial Contractors)

Foiazasmideiilsznoudie 2 Ussms Yszmausn nande Fuifiasndandadmunmuazduniuiinifu
doya ATeesdalumsiimafnnlungudeuiiuiimadu g sassundlng Feenalinadwsiuandreduld an
Uszmawils Aa ndudedniiiuiays duluaifiudunuzasiayalasemsenanasuazdn (Small and Medium) 7ifi
wamlasemsligain lumsideasidallaafimsdnsiisdnllg ndudaisiifiyaclasmsdaaiiginhiidaly

@NFITANDY

[1] Kerzner, H. ‘Project Management’, 9th Ed. New Jersey: John Wiley & Sons, 2006.

[2]  3gas Iseaie, mavdmsnuimnssnles, finiasait 1, shiindind 255003, UnusIil 2553.

[3]  dud Fugiand, Imnssumsnadiuazmsaams, finfinsait 5, diinfinuvninendeneaseans, AN 2557.

[4] Parasuraman, A., Zeithaml, V.A. and Berry, L.L. (1985). A conceptual model of service quality and its implications for future research,
Journal of Marketing, Vol. 49 No. 4, pp. 41-50.

[5] Parasuraman, A., Zeithaml, V.A. and Berry, L.L. (1988). SERVQUAL: a multi-item scale for measuring consumer perceptions of
quality, Journal of Retailing, Vol. 64, Spring, pp. 13-40.

[6] Sunindijo, R.Y., Hadikusumo, B.H.W. and Phangchunun, T. (2014). Modeling service quality in the construction industry, Int. J.
Business Performance Management, Vol. 15, No.3, pp.262-276.

[7] Byrne, B. M. ‘Structural Equation Modeling with AMOS, basic concepts, applications, and programming’, Routledge Taylor & Francis
Group, 2010.

20 nge Tsugissm

1-1 000000000000000000000000000000000000000000000000000000000000000000000000000000000_000 000000000000.indd - 20 12/4/2559 8:47:26



Research and Development Journal STRUCTURAL EQUATION MODELING FOR SERVICE QUALITY OF
Volume 27 Issue 1 January-March 2016 PROVINCIAL CONTRACTORS IN CONSTRUCTION PROJECTS

[8] Bo Xiong, Martin Skitmore, and Bo Xia. (2014). A critical review of structural equation modeling applications in construction research,
Automation in Construction 49 (2015) pp. 59-70

[9]  Nunnally, J.C., Psychometric Theory, 2", McGraw, New York, 1678.

[10] Tabachnik, B. G. and Fidel, L. S., Using multivariate statistics, 4" ed., Needharm Hights, MA: Allyn & Bacon, 2001.

[11] James L. Arbuckle, IBM SPSS Amos 20 User’s Guide, U.S.A.: IBM Corporation, 2011.

Grit Ngowtanasuwan 21

1-1 000000000000000000000000000000000000000000000000000000000000000000000000000000000_000 000000000000.indd - 21 12/4/2559 8:47:26



