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ABSTRACT

The assessment of social return on investment (SROI) which was
conducted during fieldworks according to the strategy of Uttaradit Rajabhat
University for local development of the fiscal year 2022 under the project
series “The Enhancement of Competitiveness in Tamarind Cultivation and
Processing in Uttaradit Province” showed that the SROI of the project series
was 12.75, meaning that 1% of investment could generate socio-economic
value of 12.75%. It also indicated that the project series was worth promoting
and investing in.

However, there were some restrictions on the soft skills enhancement
program, which was a part of the project. Only nine students were able to
participate in the program due to the pandemic of COVID-19 during which
the training sessions were carried out online. The researcher team gave priority
to the students’ safety. The participants must have a consent form signed
by their parents before participating in the social labs.

The result from the soft skills enhancement indicated that the
learning outcome converted into financial value was 44,100 Baht. In addition,
communication and teamworking skills of the students were effectively
enhanced.

Keywords: Social return on investment; Quality tamarind
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ABSTRACT

This case study aimed to examine the effect of component the
retail store operating system on employee’s working quality of 7-ELEVEN
stores in Bangkok, in terms of product placement, online sales, financial
management, inventory management, service processes and human resource
management. The population was comprised of 16,570 employees of 7-ELEVEN
stores in Bangkok, 411 of which were returned and taken as the study sample.
The research instrument for data collection was a questionnaire. The statistical
devices used for data analysis included descriptive statistics and multiple
regression analysis to test hypothesis. The results showed that 3 dimensions
of retail store operating system including financial management, service
processes and human resource management had significant positive effect
on employee working quality.

Keywords: Operating system; Working quality; Retail stores
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1. Usznsuazngualegng

Usznnsildlunside tdun wifaou$ueny Sl
nyammvnuAs lwn finn1siiu feieddanisi 1 feeddamsi 2 uaswiinay
s S aLawnuiuwumﬂsqmwwmmummumau 3,314 @1V (USENTN
0ad i Gww), 2565) nmsdunueillas Tanwdlvd (2565) wielinsn
SudssmnnsiiasAnwiluaded wuth Tuynanuwesi ey laniuasiininam
Usgnoude §inn1si freddnnisiin 1 fiieddnnisiu 2 wagwinaulszd
FWINIUEYIAL 5 AU muummuﬂﬁvmﬂswlsﬁumsmammmmu 16,570 51¢
Slemuuavenguinegiangmsyes Yamane (1973) fiszfuiiadndiny 0.059% 1
NANMBENIIUIN 391 378 Imﬁmsamwuavmﬂ (Convenience Sampling) tile
Iﬁlmﬂqumamqmmaqms

2. Lﬂ'samaﬂ‘i’ﬂun'ﬁwaLtauﬂmmwwaamiama

witasflerlalumsidendiifuuuuasuny (Questionnaire) aiwﬁuumu
amaﬂsummamsauLLmﬂmmmmmhwmu Tnoudsoondu 5 neu fabneuit 1
Guauam”l,ﬂsuawmauL,Lwaa‘umu U 6 Vo UTeNaume A 918 SEAUNISANY)
seldaderoieu suisnulutagiu LLawsumL’Jaﬂuﬂ’ﬁﬂaummﬁmmﬂwuu
SrvELUUAB U T LUATI9EE U1 (Checklist) poufl 2 AUAALRLLAYY
fusvuuduinunmeluiuimuanvemiinnu nsdifnwiuesiu Saviiuluie
NFUNNUMUAT F1U3U 27 To Leiun Aun1sinanedud 31uiu 5 de Aunsimiing
dumeaulal 91U 4 98 AUNISUSIITNINISKRY 91U 5 98 AIUNISIANTT
AUAIPIART TIUIU 4 T8 AUATEUIUNITIAUSAS 91U 4 U LaTAIUNITUSINS
ninensyana 91 5 4o wuvasuanUdusuunsId@NUsEINMAN (Ratmg
Scale) pouii 3 mmmmumsnmJﬂmmws[,umﬁmmwaaqwumm ASEIAN®ISU
WY Blaniiu Tuwmmamwumum w7 do amm%muaaummﬂuuw
1as1aIuUsEIIAAT (Rating Scale) waznewdl 4 Tarausuuydu 4 Werfuszuy
UfuRnungluiumvanuazaunmlunsvinuremdnauiueiusianiu
luwangannumuas

ﬂmmwmaalmama Azl LU UER U Lauammsamsﬂm
Lwa‘wmizmmmmmvaummmmawaamﬂ%mmu,a mamamuammaami
’;%Lwammﬂiwsq LLf’flﬂJmma'minsﬂmLLu‘vmiJsUUsqLLf’flﬁzJLLwaaumu
mwmmﬁwﬂiﬂmuuum LLmLauamammmmm Lwammaaummmmamau
mamqmuamﬁuawm% (Content Validity) 1J3U1J§qLLf’ﬂﬁumuﬁzJaLauaLLuamg
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Fewng wiihiauenanseiivinenfinnsanthuuuasuniulunaaedld (Try - out)
URIANT55 U JAERAnn1531 1 §PeRdnnisi 2 uagninauusedn 91w
30 ﬂuﬂﬂ%ﬂaumamwawiwmaa‘ummmmqLmimqaiw (Construct Validity)
Immimaaumqammmm Factor Loading wmmmamumw 0.705 - 0.971
FagoaiAnannnin 0.40 (NunnaLLy& Bernstein, 1994) wazynALdasiu (Reliability)
ANULWIARYDY ATEUUNA (Cronbach ) Inglamduysyansieani (L - Coefficient)
‘wmmmaaiv‘mw 0.866 — 0.969 TJseildiFosunnnin 0.70 (Hair, Black, Babin&
Anderson, 2010) 91nmsthuuvaeualunageutitemeaunsadaionm waz
mmmauumammmmm‘wmwLﬂiaamaﬂﬁuﬂWimmwmmauammmwm
ANNTOLARIANN AT AR I 1

AN5197 1 wanawarn Factor Loadings wazAn Alpha Coefficient

fiauus 1Y Factor Alpha

Loadings Coefficient

N199M2198UA1 Products Placement: PP) 30 0.796-0.925 0.896
ms3mnigdumeaulall (Online Sales: OS) 30 0.705-0.924 0.866
NITUIMITNIINITNUY (Financial Management: FM) 30 0.803-0.921 0.910
N39AN15AUAIAIASI(INnventory Management: 30 0.816-0.944 0.901
IM)

NTEUIUNSIAUSNNS (Service Processes: SP) 30 0.831-0.913 0.888
MIUIMININYINTYAAR 30 0.871-0.971 0.943

(Human Resource Management: HM)

A lun13vha1u (Quality of Working: QW) 30 0.834-0962 0969

3. MaiusIuTIudoya

msmmwsamauaﬂmumaf[fuLLuuaaUmﬂumimmmamauama
aaulauImﬁadLL‘U‘UﬁaummmumﬂwﬁaammLLavaaaaulau 191 Facebook Line
Website lunguussninauiumiu Siaviuiesnnaueddodutn@nwiniy
vangasImiuuIem i eead 91dn () Fdddomehuludeailifionns
114ﬂ’]’§Lﬂ‘LJ3’JU§33J7J@1J@1ﬂ aSausnldsunuvasunNAUNEUINSIuIY 118 atl L
lmamwaaumuaﬂmaLwaiﬁlmmummuﬂaumama WuUae U T naURLL
mmmmmamamiumumau 411 ady
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4. n3aszvideya

Aveidaas 2 Ussaviunmsideldun a0 ALTINTIAUUN Tunsimsiei
mauawmmwamaumama Tneldadn andovas aade LLavmumeuumm%m
amaum'ﬁmaauammgmmﬁnsJ'ﬁu‘mNmLLUiaasmumLLiJ'ﬁmﬂﬂjaammi
3Lﬂiwﬁmmmaaﬁﬁﬂwn (Multivariate Regression Analysis)

NAN13IE

toyaluvegfmeunuuasuaiy wu dulngdumene Gevay 50.10)
sosasudumends (Sevaz 49.90) flongagszning 20-30 U (Fawaz 51.60) {nou
wuvasuauaulngdseaun1sAneUsygInInioisuyin (Sevaz 52.30) i
Usraumsallunsviautesnia 5 9 (Geeay 39.40) fiseldadeseifouninnia
10,001 - 15,000 U (Feway 33.10) uagswnusuludagdudiulngdsums
Wunidnaudsydn Geway 30.20)

M19199 2 ARde ANTERUUNINTIY karANFURUSTENINFIMUTNNGN

fauwls Qw PP 0s FM IM SP HM
F’hLQ?ﬂIEJ 4.301 4.394 4.319 4.324 4.330 4.317 4.260
S.D. 0.807 0744  0.829 0829 0829 0814 0.873
AN TUNTYIUQW) 1

N59M19@UAT (PP) 764 1

mMsshedudesulatios) 794 897 1

NITUIMITNNNISEY (FM) 797 812 919 1

MMIANITAUAIAIAGS (IM) 769 843 880 914 1

nsguaunslu3ng (SP) 798" 836 858 873 .898 1
msudmsniwensyaea (HM) 808 798 865 874 886 891 1

=

Hedfgiiszau .01

NN 2 wansraMT AT EmduUsY v anduius e U Base
(Correlation Coefficients) LLaﬂﬂumin 2 WUN mawsvamaamuwuﬁaaamma
0.764 - 0.919 LagAn Variance Inflation Factors (VIFs) LLam\ﬂ,umim‘m 3 L‘WEJ‘V]MEJ‘U
Iaﬂﬂaiuﬂﬂimmf]mmmmamwuﬁiwmwmLL‘Uiaaiu (MuLtlcollmeanty) HAwyiniu
9.909 efimtiasnin 10 (Black, 2006) muumlmwuﬁmmLiawaammamwuﬁmaa
flUsdasy mmmmmaauaumgmmal"dlm
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Aaudsmu (aunwlunisiauvesningy)

< a wva
asAUsznauvassTuUUURnunely

LudEn B Standard t p-value
Error

Ms¥aadudn PP) 0147 0065 2250 0.025
ms3muneduaeeulail (OP) 0.123 0.082 1.503 0.134
MIUIMTVINNTEY (FM) 0187 0084 2210 0.028
NMIANISAUAIAIAGS (IM) -0.147 0.080 -1.852 0.065
AEUIUNSIUNS (SP) 0229 0072  3.195 0.002
MIUSImEneInsyana (HM) 0348 0069 5010 0.000

R=0842R" =0. T09Ad] R® = 0.705 Maximum VIF = 9.909

Y L ) o L ) RISy o

yddnyisesu 05, deddfisedu 01

ﬁ]’]ﬂ(ﬁﬂi’]ﬂ'ﬂ 3 LL’ﬁﬂ\‘16[,‘1/1LMUﬂQNaﬂSu‘Vl‘U?JE]ﬁu‘U‘UUJ;]‘UG]Q’]Uﬂ?EJI‘LJi']Uﬂ’]Uaﬂ
wmamumw'lumsvmmmaawum’mimwammmsﬂm WU iuwﬂgummumsﬂ,u
iﬂuﬂ']ﬂﬁﬂﬂ’MﬂWSﬁ]WJ’NﬁU?ﬂ AIUNTUSMITNINTRL ANUNTEUINASIAUSANS
LLauﬂﬂuﬂ’ﬁ‘U‘éﬂqiﬁ/]'ﬁWEﬂﬂ'ﬁ‘UﬂﬂaﬂﬂNaﬂiu‘ﬂULSZNU'JﬂGIEJﬂmﬂ']WIUﬂ'ﬁVIN'Iu Tuvouy
‘1/]91’]‘1,4?]’]5‘1]91ﬂ?iﬁ‘l&ﬂ’]ﬂﬂﬂaﬂﬁﬂﬁ\lﬁﬂi“vmL‘UQﬁUM@ﬂﬂJﬂWWI‘LJﬂ’]iV]’NTLA IG]EJﬂ’]ﬂ’]EN
aawaaamJmawﬁawauwuﬁwmmmwasasJa.u 70.90 E]FJWQ?JUEJ&WF]EU%']QEIE]G]%?U@U
0.05 LLauﬂ’mll‘i_]iuﬁﬁ/lﬁsllaﬂﬂ’]i‘WEﬂﬂimUi‘U‘UiﬂﬁﬂNaiaﬂau 70.50 muuﬁmauuauu
auymgfmm 1,3,4,5u8% 6

M19199 4 nansenuvessyuulfuRnuneluiumuaniuauninlunisyiauves
NN

fauusany (AunnlunsinuYaswiinew)

sruvufinuneluiudan B Standard t p-value
Error
sruuUftRnuaeluddan 0833 0027 30490  0.000

R =0.833 R’ = 0.694Adj R = 0.694 Maximum VIF = 1.000

WedAnydiszdu .01

NANT97 4 sansenuvesszuUTROUMeluiuiUanfunuamly
ASYINTUVDINTI NI wmwsyuwgum'mmaiuiwuﬂwaﬂmammumeﬂﬂu
AaunnlunIsinau ImEJmmaﬂaawaaauﬂiuamamuwuﬁwmmaawasaaau
69.40 amamuaafmwmqaammmu 0.05 LLauﬂ’lﬁmﬂﬁwﬁ‘lf]ﬁ%mm’iwmﬂ’imU’ﬁU‘U‘N
danasoyay 69.40
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ABSTRACT

RFID Technology is adopted in Thailand Post Company Limited to
increase competitiveness and efficiency in mail distribution and delivery
services. This research aimed to study the relationship of the RFID adoption
to operation success of Thailand Post Company Limited. The sample group
was Thailand Post Company Limited Centers. After the data cleaning process,
the data obtained from 152 companies were analyzed using Structural Equation
Model analysis.

The results showed that using RFID technology had a positive effect
on the operational performance. Besides, using RFID technology with emphasis
on the business perspective and strategic planning showed a positive effect
on the operational performance.

Keywords: RFID technology; Operational performance
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Green, K. W., Sower, V. E., & Reyes, P. M, 2012, pp. 329-350) na1vi1 Ansle
Ussia%ﬁ%wmLwﬂiuiafﬂym%l,aw%ﬁ (RFID) wnifinuseansnmuasUseansualunis
U%’Uﬂ'gqnﬁv‘hmuﬁﬁ%u e (Bunduchi, R., Weisshaar, C., & Smart, A. U., 2011,

30



UA 1 a0UR 2 NSNONAU - SUDNAU 2565 ¢
Vol. 1 No. 2 July - December 2022 §

@

pp. 505-521) linanliinsimaluladensienled (RFID) Wanldlunisidiy
Useansninlunisynausesliatlyanglunisandunisiuanldanelunisdng
NN )

é’qﬁum'ﬁﬁgmwmiuiagmiaw%ﬁ (RFID) 1nanusvnsannsnnelu usem
TWswdidlne s dugeunelminnnuldiusoulunsutety Jinaneiadeiiay
vl uSEn Wswaldlneg $29n Yszauanudisalunisuveduainnisimalulad
RFID anldauluuiem Wuswdldlne d1dn g msuiudsyansnmlunisufoRan
Fatudadefagyiliusenlusudsing $1dm UssauaudiSansimealuladens
wvilod (RFID) Fadudsiiunaula soanudndaneluusem Wswdldlne s1in

IUILEIAYDINTTIVY
1iiefmnanudiufuesmslisslovinaliladenionlod RFD) lusu
yosmsdnnisladadndnisvinademudnisvemansiniunulunisuiifeny
Tuusem Wswaldlng 91iin vesusenalne
2 flefnuniadeiativayunslivsslovinaliladensionlod (RFID) fdswa
senan1sAiuaulumMsufiRnuluusen Tswdldlne 91in vesuszinalne

NUNIUITIUNTTU/NTBULLIAN

Iumuuamanmmwg RGN LLam‘ﬂ‘u’Jﬁ]EJVILﬂEJ’JSUGG Wleafuayuy
Aunsuszgndldineluladonsiewlof(RFID)ATNasenan A TwIUYDs VTN
TUswdlglne d1im

walulad RFID

Radio Frequency Identification €811270 (RFID) Wuwelulad RFID 161
anm‘uum‘luﬂ A 1948 uaglginsihunldnuduadusnluaivasmsuilannds
7 2T,msiﬁﬁumsmmiawumuasmuamuﬂnwLﬂumiaquuﬁuaqmsﬂm Weteaiy
nslaufRanan (Chiewnawin, P 2009,pp 22-24) Ingwalulad RFID [Wumalulad
Wmﬂﬂuﬂwmﬂﬂiuﬂ’liwm‘w}LWE]I%IUH’]ELEHQJ vive nauvumalulad Barcode lunns
spumnAnnulaesnlud® (Asif, Z., 2005, p. 24) woNN1109,004 wiAlulad
RFID mmmmmm’lumimmaauaauﬂawaq inventory 1A LlWUA15ASI9EOU raw
material, work-in-process, finished goods (Zelbst, P. J., Green, K. W.,y Sovv%r,
V. E., & Baker, G. 2010, pp.582-589) vln1svinaudlusya@nsamunniu andu
moun1sviu ludesnstusasmstufingu LLaumemmmmaﬂumimaum Pory
Tfstayanisue maiwﬂﬂi%mﬂﬂii%aﬂmummmmlmmm Tutagulatinisih
0 nAlulad RFID 1Wunse Elﬂ@ﬂ%ﬁ’]ﬂLLﬁ”“U’JEJLWﬁ@IumiLWM‘Ui”aVIﬁﬂWWLLa”
UsrAvnaluntsvha vielumsliuinising 9

31



r \gﬁg 215818INYINISINNISIAzNISUYS
%=/ Journal of Management Science and Accounting

} yonanimelulad RFID é’ﬁimmmmsﬂumgammmLﬁwwﬁmmﬁm
FuwarmatlestuanuRanainannsufoRnuiietafeTuld mnaruansnves
wielulad RFID Aldnasnudihadudsdinninewnalulad RFID snUszgndld
NUBENNTNVIN 1L N1ATB9TINIAIUAN NANSANYY N1ANISINERAINTIN NS
UWANELAZANSS NI INEIUIE NTIANNSARIALALaEANSIRdIaUAN [udy

LLiqm’Lﬁmmﬂmmmimmﬂiuiaa RFID sl4lunsyuiumswaniufe
Ui ST uas ANTIRLTIlUMTALIUNY LagaNTaNTIRER AN
gounaula ﬁ]ﬂmmmimmmmhLmﬁiuﬂjua’gumw]mEﬂuamawmmmimamumu
g1uguA 1u geandste 1ae (Heng, S. 2006, pp 3299) lasinsthieualulad RFID
Lﬁumﬂﬁé’ﬂumimmmaummLwaiﬁuﬂWiﬂaUﬂuLLiqmumaqmauuimmMUmLm
ﬂuﬂuaqaumwmiaaumLwaﬂaﬂﬂumimmaummmmawmmwmﬂmmuu 30819
52100 'ﬁaul"dmmamwaausJauﬂaulmﬂumimamumumq q wamileTuiivinls
waglasdududn minaunsal wiatudusneg adefanaialunsraniazyiily
L. I I A AN A

UszAnsnImN19neIu }
UsgAnSaimnnsviauvesesdnsiuainsaudsesnld 2 dnvuzhe
Usz@nSamnisvianuvesesdns uay wanisaiiiuanuuesesins luduilazye
oBunells mansAliunuvesesdns. Usslivinmmsihau A ﬂamaﬂﬁmmmmm
mmyaumﬁuumaumaqm'ﬁml,ummmmmﬂm W3eRINTIUANY 9 VBteIRnITIvY
Howhls ussa Tnquszasdveasdng dasdvEamnshaudedanumnedi
AuAwRINIAIIUNY AuBavgu Msvuds wazUszavsamlusunisdnns
dU 9 (Zhao, Yu, Li, & Tian, 2014, pp329-334).
wazlaiiunIdednwanevinulalinnumnevesani Ussansnimnisyineu
T8 nannanewiu (Li, Ragu-Nathan, Ragu-Nathan, & Rao, 2006, pp3706-3711.) lsinann
1931 UsgAnsnmnnsvinau vinedis 3innsitesdnsasuszauaudnsaludmng
Fraeld iy Whvanenediunisiu Wudy (Chi Anh & Matsui, 2011, PP
519-540.) N@17371 Operational performance awifgadaafu AUV UR BN
AMIADAARBIYIAUA UssdvBamuesnailumsvudedud anuslunisdedudn
uaz Inventory turnover usnaInNi (Feng, Terziovski, & Samson, 2007, pp. 22-37)
lananliTmanisaniusuvesssAnsiied 2 Sfaqedume 1. Operational
performance afetatunssiununelueing iy wendn AAANYDIAUAN
Aufianelavesgndn 2. Business Performance fie Han1sfifiunuiiAgadeadiu
MIRULAZNTIAIN WUNSIHUTAYIEAYIY N1SYIAlSLaZEIULUININNITAAIA
Tngnanisanfiunuaunsainlivaleiu 1wy Ussansnimaununin (Quality
performance) Usgansana1unisuuas (delivery performance) Ussansnimenu
A1lE378 (cost performance) way Ussaniamlusmuanuntiangu (flexibility

32



UA 1 a0UR 2 NSNONAU - SUDNAU 2565 ¢
Vol. 1 No. 2 July - December 2022 §

@

performance) (Zhao et al., 2014) USunasu (throughput) Al gAUEUAN
AIARY (inventory expense) ATlganglun1satiiueu (operating expense) Usenén
nan (lead time) WJusuusfiddnlunisusediu Yssansamlunisdniiueu
(operational performance) Jaska, Reyes, Zelbst, Green Jr & Sower (2010, pp.
994-1004) Fsaenndoiu (Mabin & Balderstone, 2003, pp.1602-1635) pseylih
msinAnudsaves Ussnsnmlunisaudiiuaiu (Operational performance)
annsaialaann Usinanuthroughput) ARYEUAY (inventory) uaganldanglunns
ALiiueu (operating expense) mﬂmmmmq‘mumﬁ]wmw iulaliauda
Wiuiikandliifuinnsianudisavesssansannsiamddlianuiedestu
AlgiedumAspaa (Inventory expense), Mg lunsaiiiuau (Operating expense)

AUNAFIUNTTIIYUALNITOULUIAN

RFID H1 | Operational

Utilization Performance

ANWA 1 NTOULUIAANITIRY

HUAAFIUNTTIAY
H1: nslomalulagansienled (RFID) dnansynumuuiniunanisaiuaulunig
U URu

A5ANUUNITIVY

1. Uszrnsuazngudiedng

Usprnsililumdediaud & AUTNTRIANS gdnnisihe Wvduwun
LLamegummmum'ﬂﬂj RFID Imdmuauwﬂﬂwmsﬂm SRng VliJ@EWl']UiuLVlﬂ
MU 1,217 unks smlmammmﬂmummiﬂwmwum 3 ‘Lumﬂmﬂmaumama
Suawmwu Gummﬁuaqﬂaumamﬂmmimmaﬂﬂsﬂsuamsuaq Yamane fissuaiu
st 95% LLﬁ”EJ’e)ﬂ‘l/iLﬂfﬂﬂ’NiJﬂmﬂLﬂa’e]‘ulﬂ 5% (e = 0.05) langquéiegednuiu
276 WA IﬂEJIGU’Jﬁﬂ’IiEjQJGI’JE)EJ’NLL‘U‘USUUQM (Stratified Random Sampling)

2. Lﬂ'%'mﬁaﬁ”b‘i’ﬂumu%aLLauﬂmmw‘umm?aaﬁa
LmawaﬂsﬂumzmmEﬂumamwuaaumuLiJuLmamammums
imamamaﬂﬂmmﬂﬂaumamwawmw mammwwm‘[mmﬂwamau:uu
L|kert 7scalelng 1 = mmuasmam 2 = dReytioanii 3 = AeuledAyTounI
= 1 Junans 5 = Aoud9dAny 6 = d1Agun 7 = mmﬁfjﬂ
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3. Msusausndoya

nsiiusvswdeyaraeddeliuuvaeunulumsiiusiusiudeys uaz
mmﬂ‘di‘wma U 1,217 aUu Imﬁlﬂmvmwim‘uquaaummuﬂa‘um MUY
276 aUu Vl\iuisﬁ‘quJUL’Ja’]iﬁU’i’JiJGUE]ﬁJa 5 iU

4.n5Asvidaya

ﬂ’]iE]ﬁ“U’lEJﬁﬂmL?NE]‘UQJ’]UIG]EJﬂ’]’ﬁ’JLﬂ’i%mLUUﬁmﬂ’l’ﬁIﬂNﬁiN (Structural
Equation Model) %58 SEM SUnT AT .

1. mMsnedeuiulsmeauLiefeseismuiivsmsadaniiou
(Convergent Validity) uaganandiensadasiuun (Discriminant Validity) }

2. M3UszliuANumINE ALY layakuuTIARIiIsIIAnAmalULl

2.1) madataanes ldideddenisain,

2.2) ANTEAUTUEIAYNISED P ~value 9zpsiioandt 0.05 (p > 0.05)

2.3) Fodlsnvesfdsdeuaisvesdiufinge (Root Mean Square
Residual :RMR) 2gfpadia1tasnin 0.05 (RMR < 0.05)

2.0) MaaInsEAuANNEDnARBINaNNaU (Goodness of Fit Index :GFI)
fowdiAu1nnIn 0.90 (GFI > 0.90)

2.5) Aredlsnvenadeidi@esweinisUsEIIuAIAINAIAREeY
(Root Mean Square Error of Approximation: RMSEA) qagsiadiiaiosnii 0.05
(RMSEA < 0.05)

2.6) APUEIRSEAUAILWIENTENBINN (Normed Fit Index: NFI) fiad
1A111nA71 0.90 (NFI > 0.90)

2.7) AstiinseAuAMUmLIzELND AU BUBY (Comparative Fitindex:
CFI) fipadia1unnnan 0.90 (CFI > 0.90)

2.8) A tuseiiuANnaunauvadlilag (Hoelter) foadiA1unnnia 200
(Hoelter > 200)

NAN13INE

ﬂfnmﬁamsa@imﬁau (Convergent Validity)

Afissmsadaniion (Convergent Validity) L‘Uumimaa‘ummam
ENG]’JLL‘UiLLBN“ZNLUUﬂ’]iﬁl’ﬁ’Jﬁ]ﬁBU‘V}ﬂa’lEJﬂaﬂﬂUﬂ’]’ﬁGli’Jf\]ﬁE]UE]ugLIUﬂ’l’i’Jﬁ]EJuﬂ’J’lﬁJ
Wigensadamilow (Convergent Validity 1mi‘umiﬂiyLuuimaﬂwuwy%UﬂaQQUiyﬂaU
(Factor Loading) ) lneAnvestninesrusenau (Factor Loadinglvievainn3siiu 0.6
wazAeminesUsEneu (Factor Loading) 0.3 214 0.4 aamﬂumwmmamq
frenanunUsusiuiiainldiads (Average Variance Extracted: AVE) 110171 0.5
Afuflvousuld (Formell & Larcker, 1981, pp.39-50)

34



UA 1 QUUA 2 NSNNIAL - SUDAL 2565 4 \g
Vol. 1 No. 2 July - December 2022 i o/ 4

AT 2 NMTIATIZRDIAUTENOULTIB U (confirm factor analysis: CFA)

mmawmuﬂamﬂsvﬂau (Factor Loading) E)EJIH%’N 0.81 9 0.91
ﬁzmasﬂummﬁm1/1mmvauuaﬂmﬂumamﬁvawﬁmiwwmEJ (R2) HAN1INAGBUREUYN
0.657 &1 0.823 Fuduarfivensuld v mﬂwmmL%musamaﬂmwwm
(Composite Reliability: CR) aglutas 0.943 fis 0.946 émaasl,umwaamuiﬂmmu
mmmauumaqmwmm (Construct reliability) LLa.umﬁuaﬂmmLLUsUsaumaﬂeﬂ,m
LaaEJ (Average Variance Extracted: AVE) aa’lumq 0.860 99 0.902 Szjﬂuﬂ’lmﬂmﬂ 0.5
Fuduenfifienumnzay

ased 1 AwenimdnesdUsznou (Factor Loading) vesfulsdase
(independent variable), mmmm’mLLUiUnumaﬂﬂimaaa (Average Variance
Extracted: AVE), AndulsEananIsTune(R2) wasAaudesiusanvesanyUsur
(Composite Reliability: CR), snunisliaudiagysonisidmalulad RFID wag au
msiinUszansamlunissniunu
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fauds Factor R Composite  AVE
Loading Reliability
nsliauaAsysian1sld 0943 0.860

walulag RFID

RFID1 3 0.81 0.657
RFID2 1 0.84 0.709
RFID2 2 0.90 0.805
RFID3_ 1 0.89 0.788
RFID3 2 0.87 0.748
maiaszansawluns 0.946 0.902
AU

RFID_OP1 0.91 0.823
RFID_OP2 0.90 0.819
RFID_OP3 0.89 0.802
RFID_OP5 0.90 0.803

Research Model

Han1stdmalulad RFID dewanisandunulumsujinnu lowanseglu
A 3 Fnguszasdlunsaidlueaiiiovede unansgnuvesnsldinalulad RFID
panan1saduulunsufiRne nsvegeulunan i iun1snIuisnsinz
Tunaann1slaseasne (Structural Equation)

CMIN=59.824 CMIN/DF=2.493 p-value=.000
GFI=.925 AGFI=.860 RMSEA=.099

ATW# 3 Standardized Estimates va3n135kgnalulad RFID
Aanani1sAtuulun U TRNY
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NnransadevaasaesuslaRoluiAnainlaauaas (Chi-square)
59.824 szsiUBrdase (Degree of freedom) 24 enlagiadiiug (Relative Chi-square)
2.493 dadflaauas (Chi-square of fit Statistic) P=0.000 siwilfasziuaim
naunau (Goodness of Fit index : GFI) 0.925 fuilinsyduanunaunauiiuuun
TGk (Adjusted Goodness of Fit Index: AGFI) 0.860 mﬁnuﬁﬂﬁuaqmaqaamamm
dufingde (Root mean square residual : RMR) 0.041 AdatisnvesAiadeds
A84UeINITUsTANIAANUAIALAG DY (Root Mean Square Error of Approximation:
RMSEA) 0.099 Aaailinsgauaumungaud st (Normed Fit Index: NFI) 0.960
il insgaupuszauwe AaIeuLiBy (Comparative Fit Index: CFI) 0.976
AU sziiununaunauvesluna (Hoelter) 109 (0.01) FIWAVDINITNAADU
luLnaliAUaRAAR DIAULNUYINITNAGOU NaaINILATIZYlaAe wulannisle
wialulad RFID Sualagasslumsuinsenanisandunulunisufiienu (B = 0.86)
wadnsTsiTeddndeldinauslilumsed 2 uarannlunauandifudedenside
dduneadifisysuiladdy 0.001

A13991 2 NINAFRUANNAFIUYDILULAA

Estimate S.E. CR. p-value

H3: RFID 2> oP 0.86 0.069 11.545 e

***p-value < 0.001 (p-value less than 0.001 was at the significance level of 0.001)

UNagUvRINITIATIERLIeG

MNNTTeTeiluluwa nan1sidenansdannuduiusvensidusslev
welulad RFAID Tunansdnduanulunmsufdfnu densldmalulad RFD dua
Tagasdlunisuinderanisaniuaulunisufofau

H10.86 ***

RFID

AN 4 F3UNaYRINITIATIELINE

mﬂammmmmmiaLﬁmvﬁiumammmaﬂumwm 4 Felgedunsile
maummmmia%LLavammﬁmlmmmalﬂu

H1: mﬂmmiuiaaamaﬂam (RFID) HHaNTENUAUUINAUNANITALIU
ulunsufimau

PNNANTIATIERANLEURUS ST EmAlLladensienled (RFID) iy
nan1sadunulumsujiianuanuansiesginuinistdmalulagensienle
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7 (RFID) Tanszmusuuandturanissidumilumsuofo (B = 0.86) feiuTseensu
AUNRAF I HL

dlofinnsandernuduiiusdradunasfiansandanisliaruddynisly
wialulad o15toled (RFID) awnsaadurelainnsiumnuddysenisltinalulad
ansionlled (RFID) aglanuddnluduuensnsinaeuiumasfinivesanaving
wsenan dmsulusuvessdranisldinalulagensienled (RFID) aglvinaudfy
IummsummsmmimmmwmEmamamimuﬁmawmmavwam dnsunig
’mLLmuﬂawé’LumimwmiuiasJmm’tmmuuwmmmﬂmmmmﬂmLLauauuauu
mﬂ‘dma‘lu‘iaamnaﬂia@ (RFID) Ssuludunavesnafiu sy AvEn mUBsHANS
Anduaulunisufdfaunuinmsldmalulageniienled (RFID) vilwiin
Useansnnlunsvanuunnidu anteRanainann1sying iy ana1lganelunisaiy
U WAz y IS UIEAUTBIANLNBLaS AR

aAuT8Na
msiTensUszandldmaluladensionlefRFIDMensLiinUsEAnEawly
AsAEUNUYeIUSEN Wswaldlng 91da anusasinbiiaaulauseulunig
wistwdosannsldmaluladensienled (RFID) drevhlvandofinnainainnis
MU wana1lganelun1sAEuON v biinanuLugiuseattunig
amsnntu Seeesndeatu Nuchtiphong, Natnarong, & Sirichai (2020, pp. 207-214)
TavihnsAnwinansynuvesld RFID faUsyansn1nvesesnnsuiunsinaulaves
gnamnssuNansoeud nan15idenudn msldinaluladensienlled (RFID)
mNaﬂ'ﬁmumaﬂiymumimaﬂﬂumﬂumiﬂgumm wazwansznuiiduuandu
Useavsnmuesesdns uenaninmsldimeluladonsienlen (RFID) luduwesnis
Tianudrrgsenislamalulagensienled (RFID) mums‘mmmmﬂmmmmaq
Y835509 wazn1sliaudiAyren1ssununagns Inanse Ui dunanse
Uszansnmlumssdueulugunissdung wrdenndotu (aska et al,,
2010, pp. 994-1004) la@nwnansznuresnsiduselevdveamaluladensionlen
(RFID) Tuuszandniwnisaniiuany wamﬁ{fawuiﬂmiﬁﬂmahiaﬁmiaﬂl@ﬁ
(RFID) aunsateuulssluauyen1snsuseduvesduaamg uananilds
aunsaanalganslunisaiiueu (Operating expense)
Jaiauauue )
mmﬁaumLauaLLm‘wNﬁmwwwmﬂﬂumﬁ%’sLf“w'mﬁumvﬂuiaﬁmiaw
o (RFID) masﬂ,maiﬂmaLauaLLquﬂmhmuﬂa N3ANINTUTEUAIUANAT
unslémelulad RFD nsasmulumalulad RIFD aumlﬂamamammummﬂmq
fu HemeuuLSansauleonuisidudadlduas sudediils nadwsornily
dnisiannszuunisianisladafndvessenalnela
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UNANED

mﬁ%’aﬁﬁi’maﬂszmﬁ Ao 1) Lﬁaﬁﬂmamﬁﬂwmsﬂmﬁuﬁﬂﬁzﬂaumma
UnAnwanyinnsdans augineinsdnns uninedenvdgiiyaaensm 2)
LwaﬂﬂmLUisJUmsmmuaﬂwmwmﬁLUumUiuﬂaUm'ﬁmaquﬂmmawnﬁmmiwmi
ANILINYINITIANT um’mmaaswﬂgwuammm %mmﬁwﬂ%ﬂaumama fio
Unfnwiau3nnsdnns augiveinsians aninendevigiyaainii
SuauIaEy 264 Ay Tngyinisguuuuagnin Lﬂimuamﬂumiwmﬂmwuaawmm
sszmaﬂu%qwaaulau aamm’li’ﬂuﬂﬁalmuwuaua 1¢un Adesay Aaay
mmummwummgm wasnsBeUTeUAT AN BTN SAEERR ttest
waz ANOVA

NANISANYY WUI1 1) uﬂﬂﬂmmmmmsmmsmﬂmaﬂwmvﬂmﬂuw
UsenaunisegluseAuun 2) e warduTvasindnwanuinnssamsiuanaeiy
aqwaimﬂmaﬂwmumimuwﬂiyﬂa‘uﬂmmﬂmaﬂu nan1sanwanunsarlUlslung
UiuLqum'ﬁL'ﬁsJumﬁaauiwaﬂammmsﬁiﬂwmLuumia'ﬁwmﬂimaumsﬁim
20NFNAINKTIU

AENALY: A ﬂwmxmilﬂuﬁﬂizﬂaums;awﬁﬁmmﬁmmi

'919158U52 a1V INTINNTT, AL INGINTIANTT, UM INGIFETIUAYAYaaIATI
'Lecturer at Faculty of Management Science, Pibulsongkram Rajabhat University
“HAeansIsy, ANgINgIN1IINNTT, i Inende i iyaaasiy

*Assistant Professor ofEconomic, Faculty of Management Science, Pibulsongkram
Rajabhat University
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ABSTRACT

The research aims 1) to study entrepreneurial characteristics of
Management majoring students in Management Science at Pibulsongkram
Rajabhat University, and 2) to compare entrepreneurial characteristics of
Management majoring students in Management Science at Pibulsongkram
Rajabhat university. The samples were 264 students studying in Management
Science at Pibulsongkram Rajabhat University. The research tool was an online
five Likert-scale questionnaire. The statistics employed include percentage,
mean, standard deviation, t-test and ANOVA for data analysis.

The results of this research were as follows. 1) Management students
had high entrepreneurial characteristics. 2) Gender and year of study had an
impact on different entrepreneurial characteristics. The findings of the study
can be applied to teaching and learning in Business Administration that focuses
on creating business entrepreneurs into the labor market.

Keywords: Entrepreneurial characteristics; Management major

unin

wmwﬁwﬁwé’ﬂmaaﬂismaqmiamuﬁﬂm IeAEns IBLaruInngsy
ﬁam'ﬁwm'ﬁﬂﬂmmawﬁuLmlwsﬂmmmmw LLaumiwmmmumuwﬁﬁuawiymﬁ’lw
Adnann ummwsaﬂumimLuummiuaﬂ‘fjmuummmtfuaﬂuum wiondurds
walumstuindou sarwaUsemAlniautuasesadiy Saedudhmane
ﬁﬂﬁaﬂaaigmaiumsmwwmmaﬂﬂw:wamawauaqmamiwmmﬂivma Wa¥nIs

a

amwﬂmmmmmiumiLLmamquimeIaﬂlm (NFENT3IN39AUANYT INeAIans
ﬁ&lLLa“mmﬂssu 2565) mmiﬁﬂmuuaaL‘Uumiawaiumswmmﬂmmwmmaq
Aulney w,mqmimemuwuiumwaaaﬂu‘LWLLﬂU'ﬁuLWI (Yang, 2020) ATEVIUNITIANTT
msﬂmzmmadlm‘uﬂWiumui’mmﬂmmﬂmﬂummJ Lwammulmmwwummm
Jueud awne fanuae wes LUuN‘V]iJﬂmﬁ’iiiJ Immﬂsnumumaﬁaummm
‘wmﬂ‘wmsﬂ‘mmmvam‘umamwmawLsﬂummaqLﬂmmﬂmiumﬁmsmammq6]
YU L*Uuam‘wsnmuwaiwmammaamamﬂmm’m ANUABINTVDELTEY
LLawjmwamummaﬂ

wnwmamwmgwuammm agnelAnsiNAuakaYDINTENTINS
gauAn Inenmmans a%uaummsim ﬁmmwmﬂumiﬁmmiﬂﬂm UINITIVINTT
Lassiannuity SnvanantndiniienauaueInufaINsTeInaNALsany Tud
WA, 2565 NTENTINITYAUANY a‘mmmam 37y waruinngsy Avuali

lI‘Vi’]’J‘VlEJ’]ﬁEJT]SUﬂQ‘W‘Uﬁﬁ\‘iﬂ'i’mLUHQJ‘M’]’J‘WEJ’laEJ‘V]‘\]G]E]EJﬁQﬂﬂﬂauﬁﬂ’mu@ﬂﬂﬁﬂ‘b}’]
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ﬂaam 2 “nauimuwelulabuasdaaiunisaiisuinnsy” laedsene a $uil 29
wqmmsu WA, 2564(wn14snaaswmgwuaaamm 2565) %QQJQLUUﬂ’I’iﬁ’i’NLLaU
HALIUADINTINUANIUABINITYBIRNANNTTY Whatramelulad uasuinnssuniy
A9 waz AUl TN

PAULEVIEVDINNURIINGIEE @191IYINITIANIT AZINYINITIANTT
uAnendesuigiyaaasy ldjadiulunsiauvdngasileaenadesiu
ulsunevesUsein uavamine1ds deilgayjsanevesdngas Ae nsaun
awnsathanuinensiansahaasudygilunisusuununmiinvesnues
LLauamﬂmamqmmyammmmﬂiumwaﬂmadmiaiwmaﬂamwm avIVINTG
ﬁmmimaqmimamumwmmmLUquimaumi wasidunusmsiansis
AMNINYBINAIALTIIY ezquiaaumaLuuimiawaﬂmuﬁuwﬂiuﬂaumi
Hudsslomisatindnu wszastelsiindnuanunsaiauidumieoninlnenis
nsrAuusegdbttunsduguszneunsldlusuian (Hytt, Stenholm, Heinone
& Seikkula-Leino, 2010, pp. 1163-1194)

uﬂﬂﬂmmwwmmﬂwﬂwaﬂamsmaqawnmmiwmi Jednduazdaadl
ﬂmaﬂwmmaamﬂamﬂumimumﬂimaumi szNLqu\]mmwmwmﬂmﬁuawaﬂam
ﬂmaﬂwmymﬂﬂumﬂsmaumi ﬂ’eJL‘U‘meaﬂ‘iﬂmu?JHWQWUQVIVHIMN‘Uiuﬂaumiﬁiﬂﬁ]
UiuaummmL'ﬁﬂumsmmuﬁim (Rashman, Civelek&Kozubikova, 2016, pp.
631-650) Imaﬂmaﬂwmymiwuwﬂimaumiiqumu 3 amﬂimawmﬂm Toun
Auutanssy Anundndes LLﬁuﬂ’]iVI’N’]‘lﬂ,mﬁUﬁﬂ AIdeRnduiuianuddny
TunsfinwiaudnvaznaduguszneunisvesinAnwivesavnivinisdnnig
LwammUiUUNLLawwwumaﬂam’lwaamﬂamﬂmmﬂiumﬂ‘iuminammaﬂam
i Fuduiinvesnisfinuandded Faddewaide de ﬂmaﬂwmvmsmu
HUsENoUMIVein@NYIAYININITIANTT AMEINGINTIANTT WATINRET ]
fiyaansy usgsls nsdnwuddedanansadrlUldusslendlunnsian
vangns uazanssunsiseumsaeuluamyivivaenndesiunmsimuasaiinue
%awmﬁmmawaﬂammﬂ%u

’Wm‘l.]i"ﬁ\‘lﬂﬂ"li’mﬁl

1. LWﬂﬂﬂUﬂﬂmaﬂ‘Hmuﬂ’]'ﬁL‘UuNU‘iuﬂE}Uﬂ’]‘i‘UE]QUﬂﬁﬂ‘ls“]ﬁ’]‘ZJ’l’Jﬁlj’lﬂ’liﬁ]@fﬂi
ﬂmu’lﬂﬁl’]ﬂ'ﬁf\]ﬂﬂ'ﬁ wnwmaammgwuammm

2. L‘W@ﬂﬂ‘t‘f}’]LUiEJ‘ULV]EJ‘UﬂElJaﬂ‘l‘&muﬂ’]iLU‘L!NUiaﬂ@Uﬂ’li“U@ﬂ‘UﬂﬂﬂN’]ﬁ?sU’]
INITINNIT AULINYINITINNTT wnmmaamjﬂgwyaaamm

AUNAFIVUARY

foyadiuyana (ne waziuliiGew) Aunnssdmeligainuasnsdug
UszneumstestinAnuenyAnasians aninennisdants MINYNEIIA]
NYaEATINLANA1TY
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aunfgui 1 inanuansnsiudamalinadnuasnisiduiussneunisves
UnAN®1ENVININITIANTT AMEINGINITIANTT UTINENFETIVAY YR IHLAN
ey
a - Y A = ] o Y < v
auuAgIul 2 PulnSeuwanssiudmaliguanvusnsdugseney
N1329NANYIAIIINITIANIT ANEINYINITIANIT UNINEIREIIUAYTYA
AATILANATY

dayadiuynna audnwazmaludusenaunis
LNl o | 1 ANUInnTTY
FuTGoU 2. Aundides

3. mavhauludgagn

AN 1 NFOULUIAANITIVE

IUﬂWiﬂﬂ‘Eﬁﬂix‘lu ‘ZJE]?,Jaﬁ’JuUﬂﬂa%E]\‘Mﬂﬂﬂ‘l&ﬂﬂﬂﬂ?‘lﬁwﬂiﬂLUum'ﬁLLﬁiﬁlﬁiu
LLauﬂmaﬂwmuﬂ’liLUuﬂdﬂiuﬂaUﬂ’ﬁ ‘Zix‘ill‘l/lx‘i‘!ﬂllﬁ‘l 3 ENﬂUiuﬂ’e]'U m‘u ANNTWIANTTY
mwma’nam ey ﬂ’]i‘ﬂ%‘ﬂﬂi‘ulﬂfﬂiﬂ "UﬂLUﬂWTJLLUiWW&J mmmaﬂswaaﬁiuﬂmmu
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Abstract

This research aims to examine the effect of electronic service quality
(e-service quality) on customer satisfaction in the online marketplace in
Thailand. This study illustrates how linking the four dimensions of e-service
quality: (1) efficiency, (2) system availability, (3) fulfillment, and (4) privacy in
the online marketplace can lead to customer satisfaction. Data were collected
from 400 buyers who had purchased a product from an online marketplace
by questionnaire survey. Spearman’s correlation coefficient was conducted
to test the hypotheses and to define the direction of relations in this research.
The results demonstrate a positive relationship between e-service quality
and customer satisfaction. The tests of hypothesized relationships are all
accepted which significant value is greater than 0.01. Among the four e-service
quality dimensions, efficiency was found to have the strongest relationship
with customer satisfaction. However, the level of correlation relationship
between efficiency and customer satisfaction was moderate. Furthermore,
privacy, system availability, and fulfillment showed a weak correlation
relationship with customer satisfaction,respectively. Finally, this research
indicates that the online marketplace firms should pay attention to assess
their e-service quality for continuous improvement of their service quality in
terms of efficiency, privacy, system availability, and fulfillment to enhance
their customer satisfaction.

Keywords: e-service quality; customer satisfaction; online marketplace

Introduction

To be competitive in business nowadays, a firm cannot merely rely
on product quality but the quality of service as well. From this service, the
firm will lead to customer assessment and result in customer satisfaction.
For instance, satisfied customers are more likely to stay with the firm for a
longer period, which can significantly increase sales revenue and profitability
over time. Moreover, satisfied customers are more likely to recommend the
brand, product or firm to their family, friends and social media connections.
Typically, satisfied customers will increase their purchase quantity over time
as such the firms will generally gain a greater share of customers’ purchases
in that product category. Therefore, the firm needs to realize that the
customer’s decision to buy the products is based on service quality. The firm

54



UA 1 QUUA 2 NsNN1AL - SUONAL 2565 B
Vol. 1 No. 2 July - December 2022 &=/

can further encourage customers to re-purchase the product the firm offers.

In addition, the business competition will also come from electronic
commerce (e-commerce). Over the past decade, the use of the Internet as
a means of shopping for goods and services has increased. The number of
online stores that can conduct transactions on the Internet through
e-commerce has been steadily increased (Liang and Lai, 2002, pp. 431-444)
while online shopping revenues showed significant growth (Rohm and
Swaminathan, 2004, pp. 748-757).

For Thailand’s online marketplace, increasing competition will come
from other modern retail outlets within the similar business group, from
modern retail outlets belonging to a different business group but trying to
attract the same customers, and from new domestic and international modern
retail operators that have entered the market to take advantage of Thailand’s
growing modern retail sector. Thus, modern retail operators are gradually
enhancing their market channels via e-commerce that tends to grow at an
accelerating rate. Indeed, the Thai Retailers Association (2018) estimates that
online sales will increase to 5% of all retail sales in the country over the next
five years. This will involve increasing sales and competitiveness by moving
from selling primarily offline to establishing an online presence and exploiting
these on-line distribution channels more fully.

According to Smith and Chaffey (2005), online customers have certain
non-negotiable standards in their online store requirements, with product
quality, service quality and website quality at the top of the list. As such,
successful e-commerce firms realize that the key factors to avoid such
problems are not limited to the existence of a website and low prices, but
must also include high standards of e-service quality (Zeithaml, 2000, pp,
135=138). Hence, research on e-service quality and customer satisfaction can
provide online marketplace managers with useful insights and support them
in improving important quality aspects of online service to expand e-commerce
use in Thailand.

Objectives
The primary aim of this study was to examine the effect of e-service
quality on customer satisfaction in the online marketplace in Thailand.

Conceptual Framework
From Oliver’s (1997) perspective, satisfaction is an ongoing evaluation
of the surprise inherent in product acquisition and/or consumption experience.
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According to Blanchard and Galloway (1994, pp. 5-23)customer satisfaction
is the result of a customer’s perception of the value received in a transaction
or relationship; where value equals perceived quality. Therefore, customer
satisfaction in this research is defined as a level that can meet the customer’s
needs, wishes and expectations and may result in repeated buying or
continued loyalty. As such, the most important factor for obtaining consumer
satisfaction is the performance of the agent (Nagengast, Evanschitzky, Blut,
and Rudolph, 2014, pp. 408-427). Therefore, the definition of customer
satisfaction highlights its strong relationship with customer’s perceived quality.
Parasuraman et al., (2005, pp. 213-233) examined e-service quality through
the dimensions of the four constructs in the online context including (1)
Efficiency: The ease and speed of accessing and using the site, (2) Fulfillment:
The extent to which the site’s promises about order delivery and item
availability are fulfilled, (3) System availability: The correct technical functioning
of the site, and (4) Privacy: The degree to which the site is safe and protects
customer information.

Besides, the study of satisfaction had always received large
consideration by researchers mainly, as a result the plenty of benefits that
are associated with its attainment (i.e., Fornell, 1992, pp. 6-21; Anderson and
Sullivan, 1993, pp. 99=121; Bressolles and Durrieu, 2011, pp.1-13). Based on
the explanation, the conceptual framework of the hypothesized research is
depicted in Figure 1. Therefore, the hypotheses tested are the following:

H1: Efficiency significantly affects customer satisfaction.

H2: System availability significantly affects customer satisfaction.

H3: Fulfillment significantly affects customer satisfaction.

Hd: Privacy significantly affects customer satisfaction.

Figure 1. Conceptual Framework
Source: Parasuraman et al. (2005); Anderson and Srinivasan (2003).

E-service quality

Efficiency HI

- H2
Fulfillment Customer

Satisfaction

System Availability

Privacy H4
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Methodology

To test the hypotheses, this study relied on four sets of constructs
and their indicators. All indicators were derived from the items in a survey
guestionnaire designed with a 5-point scale from strongly agree (5) to strongly
disagree (1). The 22 items were validated in previous studies and used with
minor modifications to apply to e-service quality and customer satisfaction
for the online marketplace context. The survey was designed and applied on
randomly chosen individual buyers who has purchased a product from an
online marketplace. A total of 400 self-administered questionnaires were
collected in Thailand from June 2022 to November 2022. Data of the research
were analyzed by using SPSS 23 (Statistical Package for Social Sciences) for
Windows.

The questionnaire survey contained questions on the demographic
profile of respondents including their gender, age, education level, monthly
net income, occupation, most frequency used online marketplace, average
time spent on shopping per month, and the average amount spent on shopping
per month. With regard to the demographic profile, most of the respondents
are female and aged between 20-30 years old. Concerning education level,
most of them are undergraduates and have monthly net income of less than
15,000 Baht. Regarding occupation, most of the respondents are students.
Lazada is the most frequently used online marketplace application. The
average frequency of shopping is 3-5 times a month and the average amount
spent on shopping per month is 300-1,000 Baht. The details of the demographic
profile of respondents are presented in Table 1.
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Table 1. Descriptive Statistics

Demographics

Frequency Percentage

Gender Male 122 30.5
Female 278 69.5
Age 20-30 years old 148 37.0
31-40 years old 100 25.0
41-50 years old 96 24.0
More than 50 56 14.0
Education High school 63 15.8
level Undergraduate 264 66.0
Graduate 73 18.3
Monthly net Less than 15,000 Baht 171 42.8
income 15,000-30,000 Baht 145 36.3
30,001-50,000 Baht 58 14.5
More than 50,000 Baht 26 6.5
Occupation Student 137 34.3
Government official/State 92 23.0
enterprise employee
Private company employee 54 1355
Business owner 77 19.3
Housewife/Househusband 40 10.0
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Table 1. Descriptive Statistics(Cont.)

Demographics Frequency Percentage
The most Lazada 207 51.8
frequently Shopee 100 25.0
used online Alibaba 32 8.0
marketplace Kaidee 22 55
JIB. 15 338
Central online 12 3.0
Chilindo 12 3.0
The average Less than 3 times a month 160 40.0
frequency of 3-5 times a month 201 50.3
shopping per 6-10 times a month 15 3.8
month More than 10 times a month 24 6.0
Average Less than 300 Baht 25 6.3
amount spent 300-1,000 Baht 175 43.8
on shopping 1,001-1,500 Baht 17 4.3
per month 1,501-2,000 Baht 101 25.3
More than 2,000 Baht 82 20.5

The independent variables of the survey are of e-service quality
developed based on the four originally hypothesized components and their
items were developed from the e-service quality scale of Parasuraman et al,,
(2005, pp. 213-233). The total number of measurement items was 18. Efficiency
was measured by six items, system availability by five items, fulfillment by
four items, and privacy by three items. Similarly, customer satisfaction was
measured by four items. Customer satisfaction is treated as a dependent
variable which is measured in terms of perceived value and loyalty intention
(Anderson and Srinivasan ,2003

The data were analyzed using principal components analysis to
refine the measures and to assess the construct validity. First, confirmatory
factor analyses (CFA) for each focal construct (e-service quality) estimates a
5-factor confirmatory measurement model, including 2 focal constructs,
resulting in a five, separate two-factor solution, as expected. Then, the study
estimates a 12-factor confirmatory measurement model, including 3 focal
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constructs. For the multi-item scales, the study set each questionnaire item
to load only on its respective latent construct and allowed the latent
constructs to correlate. All factor loadings are statistically significant
(p-value>.01) and the composite reliabilities of each construct exceed .80,
well-above the usual .60 benchmark (Hair et al., 2006). Thus, these measures
demonstrate adequate convergent validity and reliability. To assess
discriminant validity, the authors examine whether the average variance
extracted (AVE) for each construct is greater than its highest shared variance
with other constructs (Fornell and Larker, 1981, pp. 9-50). Overall, these
results show that all items loaded appropriately onto their respective factors
as shown in Table 2. Thus, the measures in this study possess adequate
reliability and validity, and the preliminary analysis indicated that the
psychometric properties of the measures were acceptable to examine the
hypotheses.

Table 2. Preliminary analysis

Composite Cronbach
AVE Loadings
Reliability = Alpha

E-service Quality
Efficiency (6 items) 471 841 773
1. This online marketplace makes 721
it easy to find what | need.
2. It makes it easy to get anywhere .690
on the online marketplace.
3. It enables me to complete a 546

transaction quickly.
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Table 2. Preliminary analysis(Cont.)

Composite Cronbach
AVE Loadings
Reliability Alpha

4. Information at this online 750
marketplace is well organized.

5. This online marketplace is .656
simple to use.

6. This online marketplace enables 735

me to get on to it quickly.

Table 2System Availability .555 .832 731
(4 items)
7. This online marketplace is 621
always available for business.
8. This online marketplace 735

launches and runs right away.

9. This online marketplace does .808
not crash.
10. Pages at this online marketplace .802

do not freeze after | enter my

order information.

Fulfillment (5 items) 476 .818 719
11. It delivers orders whenpromised. .630
12. This online marketplace makes 750

items available for delivery within
a suitable time frame.
13. It quickly delivers what | order. 753
14. It has in stock the items that the 713
company claims to have.

15. It is truthful about its offerings. .586
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Table 2. Preliminary analysis(Cont.)

Composite Cronbach

AVE Loadings
Reliability Alpha
Privacy (3 items) 636 .840 713
16. It protects information about my .801
online shopping behavior.
17. It does not share my personal .826
information with other sites.
18. This online marketplace protects 764
information about my credit card.
Customer Satisfaction (4 items) .543 .825 17
19. The ranges of service this online .849
marketplace offer satisfy my
needs.
20. This online marketplace is my 707
preferred service provider.
21. I am likely to recommend this 710
online marketplace to a friend.
22. | am satisfied that | will remain 670

loyal to this online marketplace.

Results and Discussion

In this study, Spearman’s correlation coefficient was conducted to
test the hypotheses and to define the direction of relations. The Spearman’s
correlation coefficient was applied to test whether e-service quality (efficiency,
system availability, fulfillment, and privacy) significantly affects customer
satisfaction or not. The condition of Zar (1972, pp. 578-580) was applied
accurately in this analysis. Spearman’s correlation coefficient can take values
from +1 to -1. Spearman’s correlation coefficient of +1 indicates a perfect
association of ranks; a Spearman’s correlation coefficient of zero indicates
no association between ranks, and a Spearman’s correlation coefficient of -1
indicates aperfect negative association of ranks. The closer Spearman’s
correlation coefficient is to zero, the weaker the association between the ranks.
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According to the results from the test of all hypotheses, depicted
in Table 3, the value of Spearman’s correlation coefficient is between .330-
.596, which significant value is greater than 0.01. This correlation coefficient
indicates a positive relationship between the e-service quality (efficiency,
system availability, fulfillment, and privacy) and customer satisfaction. Among
the four hypothesized relationships, H2, H3, and H4 were found to have a
weak correlation relationship with customer satisfaction, while H1 was found
to have a moderate correlation relationship with customer satisfaction.

Therefore, H1, H2, H3 and H4 are all accepted. The strongest
correlation relationship resides in the relationship between efficiency and
customer satisfaction (r = .596; p = 0.000 < 0.001), while the weakest correlation
relationship resides in the relationship between fulfillment and customer satisfaction
(r =.330; p = 0.000 < 0.001).

Table 3. Correlations between e-service quality and customer satisfaction

Independent
Correlation
Variables Dependent Significance
Hypothesis  Coefficient
(E-service Variable © (p)
r
Quality)
Efficiency H1 596 .000
System -
Customer H2 370 .000
Availability
Satisfaction o
Fulfillment H3 .330 .000
Privacy Ha 377 000

Remark: **Correlation is significant at the 0.01 level (2-tailed)

Conclusion

The findings revealed that e-service quality was relatively significant
in its impact on customer satisfaction in the online marketplace in Thailand.
The analysis of the research data showed that e-service quality has a
relationship with customer satisfaction, with all the four e-service quality
dimensions having significant effects. The huge influence of e-service quality
on customer satisfaction is widely expected, given the relatively accelerating
rate of online shopping in Thailand, a fact which increases the importance of
all the e-service quality-related customer satisfaction drivers. Among the
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e-service quality dimensions, efficiency was proved to have a greater effect
on customer satisfaction. This indicates that issues relevant to the ease and
speed of accessing and using the site must be looked very closely and dealt
with efficiently by managers of e-commerce software developing firms and
online shops. It is observed that customers give importance to the tendency
of the online marketplace in emphasis on privacy which is safe and protects
their information. Additionally, customers expect the correct technical
functioning of the site provided promptly that takes into consideration the
availability of after-sales services and ease of getting in touch with firm agents.
Issues relevant to the extent to which the site’s promises about order delivery
and item availability are fulfilled are important as well. A prompt reaction of
the online shops to customer requests must by no means be neglected as
fulfillment is also proved to contribute significantly to customer satisfaction.
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