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Abstract

This research aimed to study 1) electronic service quality of online retailer according to customer perceptions in Phetchaburi and
Prachuap Khiri Khan Provinces, 2) loyalty of customers in Phetchaburi and Prachuap Khiri Khan provinces who purchased products from
online retailer, and 3) influence of electronic service quality of online retailer on customer loyalty in Phetchaburi and Prachuap Khiri Khan

provinces. The sample in the research was general customers in Phetchaburi and Prachuap Khiri Khan provinces who used the electronic
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shopping of 385 samples via an online questionnaire. The reliability of the questionnaire was 0.95. The statistics used in data analysis were
frequency, percentage, mean, standard deviation and multiple regression analysis.

The results of the research showed that 1) overall electronic service quality was at the highest level. When considering each of
the 8 areas was tangible, followed by responsiveness, system availability, website design, confidence/trust, security, privacy and reliability,
respectively, 2) overall customer loyalty was the highest, and 3) the results of the multiple regression analysis of electronic service quality
factors of online retailer on customer loyalty in Phetchaburi and Prachuap Khiri Khan Province found that there were 5 factors that positively
influence on customer loyalty as follows: confidence/trust, website design, system availability tangible and responsiveness with statistical

significance at level 0.05 and has predictive power of 79.50%.

Keywords : Service Quality, Electronic, Loyalty
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