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ABSTRACT

Nowadays, Internet is becoming more and more important on everybody
life. Especially, it is a significant channel for searching any information including
online transactions such as online trading. The advantage of online trading could
reduce travel time, operation cost and access to service in anywhere and anytime.
However, in fact users still have low level of trust in online transaction use as user
cannot interact with the service provider closely. Therefore, provider should realize
the importance of service quality to increase level of trust in online transaction use
including customer satisfaction from using website. However, as lack of studies on
the impact of the quality of electronic service to trust of online trading in Thailand,
this research aims to find the relation between relevant factors. Research question is
developed by conceptual framework of electronic service quality (ES-QUAL and E-
ResS-QUAL) which appropriate for standard of retail websites for Thai user and effect
on intention to use electronic service, trust and user satisfaction of the Thailand
retail website.

The objective-of this research is to study the appropriateness criteria of
electronic service quality (ES-QUAL and E-RecS-QUAL) and to study the impact of

various factors on the quality of intention to use electronic services, trust and user
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satisfaction of the Thailand retail website. The research tool is questionnaire survey,
which develop from literature review including assessment of content validity and
reliability of research.

The data was collected through a questionnaire by using a total of 379
respondents, who experienced of using retail website in Thailand. The data was
performed by Simple Linear Regression Analysis and Multiple Regression Analysis.
The result of this research shows that the electronic service quality factor has a
statistically significant positive impact with trust and satisfaction and affects the
intended to use of the retail websites. This means that electronic service quality (ES-
QUAL and E-RecS-QUAL) of retail website is appropriate for reflecting the quality of
service on retail website in Thailand.

For theoretical benefits, this research has further studies of the relations
between trust and the Technology Acceptance Model (TAM). The research is also
study the relations of service quality and customer satisfaction, which affects their
intention to use retail website in Thailand. Moreover, for practical benefit, the result
of this research can be applied for website developer and organization both
government and private sector, which need know-how to improve online service

quality.
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