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Abstract

The purposes of this research were to 1) study the level of electronic service quality,
trust and customers loyalty on electronic marketplace, 2) compare the customers loyalty
classified by the demographic factors and 3) study electronic service quality and trust
affecting loyalty of electronic marketplace customers in Bangkok. The sample consisted
of 400 customers in Bangkok who used services of the electronic marketplace. They were
selected by purposive sampling. Data were collected via the use of a questionnaire and
were analyzed using percentage, mean, standard deviation, t-test, one-way ANOVA and

multiple regression analysis by Statistic Package for Social Science.

The research findings indicated that the overall aspects of electronic service
quality, including efficiency, fulfilment, privacy, system availability, responsiveness,
compensation and contact; trust, including competence, integrity and benevolence, and
customers loyalty were rated at a high level. The findings also revealed that different gender
customers in Bangkok who used services of the electronic marketplace had different
levels of loyalty. Moreover, electronic service quality on the dimensions of efficiency,
fulfilment, privacy, system availability, responsiveness, and contact and all elements of
trust include competence, integrity and benevolence had an effect on the overall loyalty of
electronic marketplace customers in Bangkok in term of repurchase and positive word of

mouth at significant level 0.05
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sumshasie (X ) 101 .038 116 2.676%F  0.008 0.498 2.006

r =794 R® =631 Adjusted R* =.625 SE =0.344

#* PdAynNdafanIzay 0.01
* ItlydAgnNaaanIzay 0.05

a ¥ A v =) 1 v v A a d A g
dNuATINYON 2.2 ﬂ'J'mvl'J'JNs]ﬁ]NNﬁ@]@ﬂ]']lﬁ]\‘liﬂﬂﬂﬂslu(ﬂa'lﬂﬂa'mﬂLﬁﬂﬂﬁﬂUﬂﬂ‘lJﬂQ

£

Auslaaluwanjammuuas

NAMIITY WU AnNSARGluamanaeBiannsetind M anulings danu
duiunidaduasaiungudinlsddass edaiisdidgmeadanizdu 0.01 (F-ratio=212.647,
p-value=0.000) #3a15199 3
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@590 3 UAMHANMIIIANIZHANINANADENYAAIADANNINANAlUAManaedIannseTing A
anulings lagldmdiane Multiple Regression Analysis

unasanuulsilsiu SS df MS F-ratio p-value
Regression 77.507 3 25.836 212.647%* 0.000
Residual 48.112 396 0.121
Total 125.619 399

#* PN NaaanIzay 0.01
Tagannsaainaumaduduanldmemsliangionaosidanga LagAmuIum
mduszandanduiusngaldamsni 4 de dudsanulings ldun duanuanse
a v = v A o o« A ' o
IBIEANTTOUS (XS) AMUANNNLNANNTAN (Xm) LAZMUANNEBDANY (Xg) HHARNDANINWIN
U A a a d 14 o 1 o a £ o J
Andluaaanandiannsedind (Y) Sevas 61.4 uazannsathadulsz@nsveadneinsal

nwauduanmnensalianusasndluaaianaradiaanseiing (Y) Inslsazuun@y fail
Y = 0.807 + 0.288(X,) + 0.264(X, ) + 0.244(X )

nagaansadeudanmsnensaianuinindluamanandidamseiing Tugazuuu
WMATTIU Taaail

Z=0.310(Z) + 0.291(Z ) + 0.236(Z)

~ a 4 [ a g A ¥ v
AINN 4 llﬁ@NNaﬂ'li'JLﬂi'l$‘Wﬂ3'lllfl]ﬂiﬂﬂﬂﬂslu{ﬂa']ﬂﬂa'mﬂlamﬂiﬂ‘uﬂﬁ nuy ﬂ’J']ﬂJvh’J'Nelﬁ] Tﬂiﬂ‘ﬁﬂ'ﬁ
3m3wﬁmaam§awu@m (Stepwise Multiple Regression Analysis)

amils B SE B t p-value Tolerance VIF
At (Constant) 807 132 6.130%* 000
MUANNEITATIENTTAUL (XS) 288 067 .310 5.045** 000 256 3.909
MUANHHIHAMNTON (X,) 264 .053 291 4.973%% 000 282 3549
duanuiedad (X)) 244 063 236 3.844%* 000 256  3.915
r =0.785 R*=0.617 Adjusted R*=0.614 SE =0.349

¥ PN NadanIzay 0.01
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