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ABSTRACT

The primary objective of this research is to study the website elements,
which influence customer satisfaction and loyalty on the B2C e-commerce websites
in Thailand. This research adopts 8C framework, by Yang et al., (2008), which include
content, context, community, coommunication, connection, customization, commerce
and collaboration. 273 questionnaires were collected from a sample group of those
who had experience of purchasing products from e-commerce website. Linear and
Multiple Regression Analysis were employed to test the research hypotheses. The
result shows that communication is the most influencing factor on customer
satisfaction. With a large and continuously increasing number of website, managing
website components that enhance customer satisfaction and loyalty will be useful.
This research provides such suggestions to help e-commerce website create

customer satisfaction and thus loyalty.
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