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Influential Factors Toward Trust and Loyalty in The Selected Accounting
Firms for Small and Medium Enterprise in Bangkok Metropolitan

and Perimeter

Supaporn Phengpis'

Abstract

he purposes of this research were to study (1) influential factors toward trust in the

Tselected accounting firms for small and medium enterprises in Bangkok Metropolitan
and perimeter (2) influential factors toward loyalty in the selected accounting firms for small
and medium enterprises in Bangkok Metropolitan and perimeter (3) the trust that influences
toward loyalty in the selected accounting firms for small and medium enterprises in Bangkok
Metropolitan and perimeter.

The research instrument was a questionnaires. The samples, randomized by simple
random sampling, were 411 small and medium enterprises in Bangkok Metropolitan and
perimeter. The statistical used to analyze the data were Percentage, Mean, Standard Deviation,
Elements confirmation analysis.

The research findings were as follows (1) the factors on services quality, job performances,
knowledge, fees influence in positive direction toward trust in the selected accounting firms
(2) the factors on services quality, job performances, knowledge, fees influence in positive
direction toward loyalty in the selected accounting firms (3) trust influences in positive direction
towards loyalty in the selected accounting firms. In addition, the finding found that the services
in the selected accounting firms effect in less potential to the loyalty. The comparison upon
the services in the selected accounting firms with high-trust will effect to the loyalty in high

level as well.
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Uadunsusnis MmuAMAINNITUINNT MuRMAIW
91U AUAILIANNANTA WazAnsTIULHE Ten
WA 4 mueglusgivunn anulingda uag
AnuAnflunsidenldusnisdtinaudyd den
Laﬁlaaeﬂuizﬁumﬂ dlefiansanseiuanufaiiu
agluszAuinyntamiany mewuiu
N19A57989UAINATITILATIET N LAY
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#ANTIIATINTOUAIINATUTIIATIFTINYOY FaMUTTRTEUTNIT Usenaume muAanInU3NIg AIuAaInIN

97U AIUAIINZAINEINITO Udzhumsssiiidey dudspamlianla ussdusauand

Faus/iadia X df  Y%/df p-value CFI GFI AGFI  RMSEA
- Service Quality 4.84 2 242 0088 0999 0995 0965 0.0489
- Quality 1.14 1 1.14 0285 1000 0929 0983 0.0185
- Knowledge 3.55 1 355 0059 1.000 0999 0997 0948
Competency
- Professional Fee  0.98 1 098 0323 1.000 0999 0986  0.000
- Trust 2.74 3 091 0434 1.000 0997 0987  0.000
- Loyalty 22.75 19 1.19 0249 1000 0989 0968  0.022

HANIATIIFOUANATUTIATIAT 1909
WUUTIRBINTIARIUAMAINUINIG U At
padUsEneuNnAHuNU id MU Tngnns
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NN3ATIVHBUAIINATIUUUTINAUE (convergent
validity)
A3UNINTIUNIINTIVARUAIINATIRUUTIY
Audmssmunasiiiua fe Aniwiinesduseney
Foafimaus 0.5 TulU A1 Average Variance
Extracted Aasil Adiaust 0.5 3l wazeaaudios
Balassadramsiiandaus 0.6 TulU (Hair et al,
2006, pp. 777 -779) HANTIATIENUBYANUT
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FUsuneynaa e Average Variance Extracted
Faust 0.5 TulU warAALiissT (composite
reliability) Sandaus 0.6 TulU Tuvaeiishuls
Funaldtmuniianiminesdusznovansgu
Haus 0.5 Tuluavun Wulumudennandesd
U ez Beave i 29AUTENOUNINTFIY
A1 Average Variance Extracted (AVE) Laz@AImI3l
ieesau (CR) 199911338

MFATEdUNIANNdITUSUAz N IAde UaNYRT Ul T e iRl UUTIae U ame)

o .
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0 ¢

M o616% He
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*¥
0.862% 0.687 H7
-
&“*
. XK &“
0.178" o 0.325

TR 1 0.230

:

0.893**

TR 2 0.250

I

0.956**
TR 0.879%*
0.669**

TR3 0.227

I

TR 4 0.291

0.884*

TR5 0.219

i

0.675%

LO1 0.149

LO2 0.304

]

.

0.136

LO 8 0.249

*

I

S

LO9 0.530

LO 10 0.390

27 2 NANISIATIEVAIBLUUINADEUNT5IATIas1e UadefidnSwasaminulingda wazanusng

lunsidenldusnisdrdnaudad vesdUsznaunisgsiavuianaliuasvuingay lu
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AANMLAADU (error variance) dAnudunusiula
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#1519 3
AIFUUTEINTAUN I AIAIIUAANAINUINTTIY bazAT t value AIMUUTIAeNENNIT IATas N (n = 411)

Path Diagram Path Coefficients Standard Errors t-value
LAMBDA-Y

TR — TRl 0.893** 0.039 13.880
TR —TR2 0.956** 0.035 13.069
TR —TR3 0.879** 0.027 13.778
TR — TR4 0.669** 0.029 13.835
TR — TR5 0.884** 0.033 13.908
LO — 101 0.922** 0.031 13.254
LO —» 102 0.834** 0.033 12.403
LO — 103 0.954** 0.040 13.428
LO — 104 0.822** 0.035 12.482
LO — 105 0.929** 0.035 13.450
LO — 106 0.847** 0.029 12.584
LO — LO7 0.838** 0.026 13.915
LO — 108 0.470** 0.034 14.057
LO —LO9 0.686** 0.049 11.345
LO — LO10 0.781** 0.033 12.109
LAMBDA-X

FA. — SQ 0.862** 0.059 20.664
FA. — QL 0.850** 0.188 20.069
FA — KC 0.850** 0.188 20.069
FA. —— PF 0.616** 0.030 13.423
BETA

TR — 1O 0.675** 0.051 13.188
GAMMA

FA. — 1R 0.687** 0.050 13.778
FA. — 1O 0.178** 0.048 13.254

N899 Path Diagram A WHUANLEUNIN, Path Coefficients fip duussdnSidunie * duddggnng
anATIIZAU .05 (1.960 < t-value < 2.576), ** #u188e HudIANINEDANTEAU .01 (t-value > 2.576)
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BNENANINATI DNFWANNEY UALENENATINYITTETAEANDA1IUANALUAITIAaN TSN I8 1N9IY

V¥ veuusenaunIsgInavuIanatuaz v Ingelun Funnun LA A Usiama

AuUsHAaNS
AuUsaEme ia i -0
DE IE TE DE IE TE DE IE TE
SQ 0.862** 0.862**
(0.059) (0.059)
QL 0.850** 0.850**
(0.188) (0.188)
KC 0.850** 0.850**
(0.188) (0.188)
PF 0.616** 0.616**
(0.300) (0.300)
FA 0.687* 0.687** 0.178** 0.464** 0.641%**
(0.050) (0.050) (0.048) (0.047) (0.048)
TR 0.675** 0.675**
(0.051) (0.051)
muUsdunald QM QL KC PF TRT TR2 TR3 TR4  TR5
ﬁhmwmﬁm (R) 0743 0.722 0.722 0.380 0.770 0.750 0.773 0.709 0.781
Mmudsdanalg  LO1 LO2  LO3 LO4 LO5 LO6 LO7  LO8  LO9
ﬂ"lﬂ’ﬂm‘ﬁlﬁlﬂ (R) 0.851 0.696 0911 0675 0.864 0.717 0.884 0.751 0.470
fulsdunala  LO10
Apdies (R 0.610
fruusuelanelu TR LO
Aauies R 0.472 0.652

XZ: 206.368, df = 181,Xz/df = 1.140, p-value = 0.0950, CFl = 0.999, GFI = 0.967, AGFI = 0.931,

RMSEA = 0.018

INAITN 4 AIBNTNANIATINUINUDY  0.850, 0.850 wag 0.616 ANUAIAU ANDVIONA

Tadun15u3nis v 4 fawds Ae uaunm  vestadenisidwalaensiiuaulingdas was

a ¥ ¥ b4 v A = a a
N13UINTT AUANTINIU MUAIINIAINENTD AIUANA lagfuuindnsna 0.687 wag 0.178

1% ! = = a a I a a v a A 1% ' v a
LAaZATUATBITNLUYN Iﬂﬁmﬂ’]sﬂuqﬂamﬁwa 0.862, ANENSNAUATIUINISNUNAN 1D DURDAINUANA
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JYundnswa 0.464 FIUAIDNTNANIIHNTIVDY
anuinglasennudng dvuindnswa 0.675 T4

i (% a

aonndestuaNAgIuMTITeffual

AIUUUTIADAIIUADAAR DN UT DY ALY
Uszdndeglunaaid Tnedianla-auads () dan
WU 206.368 99A18a5% (df) dAvinAu 181 A
AUl (p-value) fawviiu 0.095 Anla-
auAds/oerdase () /dh iAnviniu 1.140 A6l
InszauANuNaNndy (GFI) dawvindundu 0.967
As i aAunaunduiiusund (AGF) Sianwiniu
0.931 marilinszaumnNgenafaaUIeuIgU (CFI)
fleiniu 0,931 wazadiAAuRaInAdew
Tunsusgnnaunisdmes (RMSEA) dauviniu
0.018 uans@IuUINaesaNn1slasIasesdlnng
donaneInaunfuiutayalielsedny fudsly
FLUUELNSIASIEsENINSaed UNgANLUTUTIU
Tusanudnalunisidenldusnnsaridnaudyd
ln5peag 65.20

n3aAUTIENa

1. anudndtunisidenlydidnaudyd
a1uN30eBUIEANUALTUSLTIEMS aTesay 65
WM FaLuuInaslassaTNilaNdenAa e
naundufureudienn Fanunsneiunenares
SvSnadiftennusnilunsdentddinamutayd
Ieduegnad

2. FUANAINUTAT UAZAMAINGIY 3
SvEnansnsslumanininniigasevunndvsa
0.850 fudstadn1suinas 1 2 fuus uanein
AMNMNTUINMsLarann Y iudddyiian
Tuesdusznautaduuinis sesaanduduanug
AENNNSa Svundvisna 0.850 Jsdenndoeiu
Nae1ATe8s Wisher and Corney (2001) finamifia
Anududarean1susns wasdenndaaiuiuy
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3
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seinseTalunsinved warn1351891usUNTRY

3. Yadan1susnig Boviswaniemsslumauin
unfgnfuaalingas sevuindvdna 0.687
uanantadeaneg dwadunishingdalunisiden
Tgusnmsatinaulnd wazdaevdnalunisuan
fo AnuAnAtunsidenltusnisdinauleyd
Yauzfinndninanisnsslunisuanvestadonis
USNTHUVUIABVENARDANANG AIBYUINDVTNA
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vinseAMuSnAtey Fidenndostunaniuideves
Mishra (1996) eafumsianissuivesuilan
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ANAUAZBIANTS
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