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ABSTRACT

This study aims at developing a more comprehensive set of dimensions of relationship quality by
employing the Investment Theory (Rusbult, 1980). It also focuses on determining the antecedents of rela-
tionship quality by applying the Transaction Cost Analysis (TCA) Theory (Williamson, 1985) as well as
examining their relative significant relations. Finally, the paper examines the consequences of relation-
ship quality by using the Exit-Voice Theory (Hirschman, 1970). The focal construct in this research is the
relationship quality between hospitals and their outpatients. Previous studies have developed relation-
ship quality dimensions mostly in the “want to” aspect and tested their models in various B2B and B2C
contexts. However, in a number of long-term relationships, “ought to” and “have to” aspects of a relation-
ship are also important in helping the longevity of the relationship in spite of dissatisfaction in the rela-
tionship. Unfortunately, very few empirical studies on relationship quality have captured such dimen-
sions. Therefore, | set out in this paper to study these issues. The questionnaire survey data were gath-
ered from 478 outpatients of a total of four private hospitals in Bangkok, Thailand. The results show that
knowledge about patients has the most significant relationship to trust and patient switching risks have
the most significant association with both inertia and dependence. The variation in trust explains the
most among all the dimensions of relationship quality. Trust and inertia have positive effects on construc-
tive feedbacks and revisit intention. Trust may also discourage switching intention while dependence
positively affects revisit intention.
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Theory

unAALo

Ay Aa4A
NTHYUY

o

s A aa o o o A
Wgﬂigﬁﬂﬂ!ﬁﬂ (1) 51]Eﬂﬁlﬂ'ﬂililﬂ"llﬂQﬂﬂ!ﬂ1Wﬂ'ﬂNﬁNWuﬁIﬂUi%}ﬂﬂyaﬂWiﬁﬁnuﬂlﬂﬂ Rusbult (1980) 2) iguﬂiﬁ]ﬂﬁﬁ-
v
v o & a 7 i1q- ' o o
LﬂﬂﬂlﬂﬂﬂmﬂTWﬂ’ﬂMﬁMWu'ﬁ I@]EJGL%}VIQ“Hfj]ﬂ']ﬁ3&ﬂ§13ﬁ€]}unuﬂ1\1§§ﬂiiuﬂlﬂﬂ Williamson (1985) ﬁﬁﬂﬂﬂuﬂﬂ%izﬂ‘ﬂﬂ'ﬂllﬁ‘nﬂﬂfllﬂﬂ-
o o ' oy o o o o A o o o o .
ﬂ’lﬁlEJ@NﬂﬁT’Jﬁﬁﬁ@ﬂﬂlﬂ1Wﬂ?1MﬁMWuﬁ uag (3) ﬁﬂ}ﬂ‘ﬂﬂﬂﬂlﬂfﬁwaﬂlﬂﬂﬂmﬂWWﬂﬂWNﬁNWu'ﬁ IﬂElsl%}‘ﬂi]Haﬂﬂuﬁ?!iﬁ5i?ﬂ?1ﬂ”{lﬂﬂ Hirsch-

PR a o v o ' o Y aw 1
man (1970) “uAdeliAnyuREIRUgUMUANUFUILTIzHINTTweIadudTsuen MINMINUNIUITIUNTTUNUITETIUNN-
v o d9 aa { o o a v o @ ' a o a a o
Anvgunmanudniusluiiaves "anwdeams” NezaianuduiusluuSunuesnnuduiussenINgsNINUEINe LazgInan-
A ' < o o o i~ & v o ) aady a o

Auslna egnlsnaw anwdwiusszezenimavulunategduuy quamanuduiusluiandusinnlszauin "anuaunis" uag

o I A v o g o v 1w 1 v o ¢ o VY A ' @ v o I
sanuduifu Negdesainanuduiug nianuddgsuiusennudwiusuuuddu dwindusnae lineleduauduiugiiug
< o s P o Vo ' ) o
Aawmeiaglszaendedu auitetinuuuuaeuaunnguiiedldun dilheuensiwau 478 auveslsawennawenrusIN 4

' = ' PP o Y ~ v o ¢ A o P = =
urslungamwa  mamsAnymun  arwiinernudgihelianuduiusmeuanuniganuanulings  anudeddunsnasulss-
v o & { o a o o & aad o o §

wernalianuduiusnuanmniiganuanunsiuazauuiudedddlsamenna anulindeiuianddgunigaluganin-

v o & a o ] o { ° o a s o
anuduiius  anulinddavazanueeFuiumsldlsaneainanauindeanudadaneglid i uassanazanudala-
A @ [ ay Y a ' :f A [ A o o Y =
Mznduunldlml wenandl  anuliindadinaseanudadaneinasulsamena  vazanuiniudesldlsamenuratinaniauln-

v ]

gaanudlaneznduunldlsamennady

o o W [ @ o a o o

MaAy: AUNIMANNALITLS, NQURNTAIY, NQURNTIATIZHAUNUNIEINTTN, NgBmIneudazTene

* AU Journal of Management, Vol. 13, No. 1 (2015). © Assumption University. All rights reserved. ISSN:
1686-0039.

Dr. Suppasit Sornsri is a lecturer at the Martin de Tours School of Management and Economics, As-
sumption University, D-Building, 6th Floor, Ramkhamhaeng 24, Hua Mak, Bangkapi, Bangkok 10240,
Thailand. Email: suppasitsrn@au.edu.

41



