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Abstract

Objectives of this research were: 1. To study the relationship between
service quality based on the SERVQUAL model and trust among relatives of elderly
residents; 2. To study the relationship between trust and satisfaction; 3. To study
the relationship between service quality and satisfaction; and 4. To study the
influence of service quality and trust on satisfaction in private elderly care centers
at Thawi Watthana District, Bangkok, conducted by the quantitative research,
collected data from 220 samples, who were the relatives from 22 centers using
proportional stratified sampling. Data were collected via questionnaires and
analyzed using descriptive statistics, Pearson’s correlation, and mediation analysis
through PROCESS Macro (Model 4).

The findings revealed that 1. service quality was positively associated with
trust (b = 0.252, p = .002), driven by Tangibles, Empathy, and Assurance
dimensions acting as core socio-psychological signals; 2. trust was positively

associated with satisfaction (b = 0.313, p < .001), reflecting its decisive role in
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service evaluation; 3. service quality had no significant direct relationship with
satisfaction (b = -0.020, p = .846); and 4. trust functioned as a full mediator with
an indirect effect of 0.079 (95% CI [0.015, 0.160]), validating the Trust-Bridging
Socio-Psychological Model (TB - SPM). In the Thai cultural context, where filial
piety makes institutional care psychologically costly, trust operates as a cultural
responsibility transfer mechanism rather than a mere business evaluation.
Strategically, operators should prioritize developing emotional communication
skills, digital transparency systems, and physical environment standards to close
satisfaction gaps and build sustainable trust.

Keywords: Trust; Satisfaction; Private elderly care center
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AunwmsTuins anulineda
(SERVQUAL) (AIB Trust Model)

M = 3.59
° Tangibles
O Reliability

Anuiionela

(Satisfaction: ECT Model)

M=362 H2 M=338

b=313

o Ability

* Integrity
O Responsiveness

@ Assurance
° Empathy

* Benevolence

(Independent Variable) (Mediating Variable) (Dependent Variable)
1 A

Direct Effect: b = -.020 (NS)

Indirect Effect = 0.079
(95% CI [.015, .160))

asda

@ = dddiuasoaalindeediituddy
O = Uaduitugiu (Hygiene Factor)

NS = liwudvawasthefifudidymeadia (Not Significant) - ——— —p = idumadmdwaliasnaiiuéiny (NS)

**% p<.001
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