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Factors Affecting User Loyalty of Service Applications Case study of

Cleaning Air Conditioners During the COVID-19 Situation
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Abstract

The purpose of this research was to identify factors that affect user’s loyalty to service applications for
clean air conditioner during the COVID-19 and to compare the differences in factors affecting the loyalty of users
of the air conditioner cleaning application of the state enterprise (PEA). The research applied the conceptual
framework of applied research from the Technology Acceptance Model, cognitive-impact-behavior model and
protection motivation theory.

This research was quantitative research using questionnaires. By stratified random sampling from 420
smartphone air conditioner cleaning app users in Thailand during November 2020 - July 2021, the data was
analyzed using a structural equation model.

The research found that 1) the factors affecting the loyalty of users of the air conditioner cleaning
application were statistically significant, perception of ease of use, interface quality, satisfaction, the attitude of
use perceived, Switching cost, perceived protection motivation, perceived security, respectively. 2) PEA Hero
Care and Service application users, the switching cost factor affecting loyalty is higher than other application
users. but users of other applications satisfaction factor affecting loyalty is higher than PEA Hero Care and

Service application users.

Keywords: Loyalty, Service Applications, Cleaning Air Conditioners Applications, Switching Cost, Satisfaction
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At ldvhnsduiethsanndldnuelndinduiinsdruetesliuenaiadszmelng annuans
dszanniAtaInuuuaNaeeanni1slasaaiie wudn A1AINAAAABITEIULLANABIATNEN NAF U LTeY AT
UszAny (CFI) agluszAuiasas 79 AAgiinsaansuuLLAa8 (TLI) ﬂgﬁizﬁué’@ﬂm 76 LATANATIIINUBINIAT
AARAIAEIARUINNTLIZN AN A LA ALARD L (RMSEA) winfiu 0.09 %'\‘1ﬁ’rffq@gu"lummm’ﬁiiwﬁ@a@imﬂﬁlﬁm

o L 0 vy =
HINTIIUNIN wuuanaesiasanunsnin lddszunmanld munneed 2

A5199 2 HANTTUTZHIUANLLILAN ARIANNNTIAT959 (SEM)

walwatadu
Variable total :

PEA Hero Care wailau
PS
INTQ 0.7207*** 0.7050*** 0.8111***
Cs
ATT 0.5414*** 0.4695*** 0.5778***
INTQ 0.3903*** 0.3203*** 0.5334***
SWC
ATT 0.3724*** 0.1678 0.4944***
INTQ 0.3569*** 0.2635*** 0.6028***
Att
PS 0.1667*** 0.1385** 0.1807**
PU 0.2843*** 0.3139*** 0.2748***
PEOU 0.2713*** 0.2194* 0.3135***
PPM 0.2107*** 0.2177*** 0.1957***
CL
CS 0.6249*** 0.5341*** 0.7480***
SWC 0.2832*** 0.3056*** 0.2230***
PU
PEOU 0.7329*** 0.9215*** 0.6619***
N 420 196 224
Loglikelihood -14036.2 -5606.6 -7700.9
Chi-squared MS 2677.9*** 1237 .4*** 2033.2%**
Chi-squared BS 10192.8*** 6595.7*** 5407.6***
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RMSEA 0.09 0.07 0.10
CFl 0.79 0.90 0.71
TLI 0.76 0.89 0.67

UNELIR INTQ = Interface Quality, PS = Perceived Security, CS = Customer Satisfaction, SWC = Switching
Cost, Lo = Customer Loyalty, PEOU = Perceived Ease of Use, ATT = Attitude PU = Perceived Usefulness, PPM

= Perceived Protection motivation

A o = o = o

* NBA1ATYNNATA 0.10, ** NUBA1ATUNNADA 0.05, kA *** HB&ATUNNATE 0.01
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M15199 3 Direct Effects, Indirect Effect Lay Total Effect

Direct Indirect
Hypothesis Path Total Effect Test Results
Effect Effect
Model Total
H1 PEOU -> PU 0.7329*** 0.7329*** - Supported
H2 PEQOU -> ATT 0.4796*** 0.2713*** 0.2084*** Supported
H3 PU -> ATT 0.2843*** 0.2843*** - Supported
H4 PS-> ATT 0.1667*** 0.1667** - Supported
H5 INTQ -> PS 0.7207*** 0.7207** - Supported
Direct Indirect
Hypothesis Path Total Effect Test Results
Effect Effect
H6 INTQ -> CS 0.4553*** 0.3903*** 0.0650*** Supported
H7 INTQ -> SWC 0.4016*** 0.3569*** 0.0447** Supported
H8 ATT -> CS 0.5414*** 0.5414*** - Supported
H9 ATT -> SWC 0.3724*** 0.3724*** - Supported
H10 SWC -> CL 0.2832*** 0.2832*** - Supported
H11 CS->CL 0.6249*** 0.6249*** - Supported
H12 PPM -> ATT 0.2107*** 0.2107** - Supported
PEA Hero Care
H1 PEOU -> PU 0.9215*** 0.9215** - Supported
H2 PEQOU -> ATT 0.5086*** 0.2194* 0.2893*** Supported
H3 PU -> ATT 0.3139*** 0.3139*** - Supported
H4 PS -> ATT 0.1385** 0.1385** - Supported
H5 INTQ -> PS 0.7050*** 0.7050*** - Supported
H6 INTQ -> CS 0.3662*** 0.3203*** 0.0459** Supported
H7 INTQ -> SWC 0.2799*** 0.2635*** 0.0164 Supported
H8 ATT -> CS 0.4695*** 0.4695*** - Supported
H9 ATT -> SWC 0.1678 0.1678 - Supported
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H10 SWC -> CL 0.3056*** 0.3056*** - Supported
H11 CS->CL 0.5341%+* 0.5341** - Supported
H12 PPM -> ATT 0.2177** 0.2177* - Supported
waildu
H1 PEOU -> PU 0.6619*** 0.6619*** - Supported
H2 PEOU -> ATT 0.4953*** 0.3135*** 0.1819*** Supported
H3 PU -> ATT 0.2748™** 0.2748** - Supported
H4 PS -> ATT 0.1807** 0.1807** - Supported
H5 INTQ -> PS 0.8111%* 0.8111** - Supported
H6 INTQ -> CS 0.6181*** 0.5334*** 0.0847* Supported
H7 INTQ -> SWC 0.6753*** 0.6028*** 0.0725* Supported
H8 ATT -> CS 0.5778*** 0.5778*** - Supported
H9 ATT -> SWC 0.4944*** 0.4944*** - Supported
H10 SWC -> CL 0.2230*** 0.2230*** - Supported
Direct Indirect
Hypothesis Path Total Effect Test Results
Effect Effect
H11 CS->CL 0.7480*** 0.7480 - Supported
H12 PPM -> ATT 0.1957*** 0.1957 - Supported
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