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SATISFACTION OF CONSUMERS

NISARA KITTIWONGKAMJORN : FACTORS INFLUENCING THE
SATISFACTION OF CONSUMERS WHO BUY PRODUCTS ONLINE : A CASE STUDY OF

LAZADA WEBSITE. ADVISORY COMMITTEE: DHIRAJINABHADRA RAMDEIJA, Ph.D. 2021.

This research aimed to study the satisfaction level of consumers towards online shopping;
and to study the influences of system quality, information quality, and service quality towards the
satisfaction of consumers who purchased online shopping, and to study the influences of marketing mix
towards the satisfaction of consumers who purchased online shopping via Lazada. The participants were
400 customers who used to purchase products via Lazada. Statistical analysis used included Frequency,
Percentage, Mean value, Standard Deviation and Multiple Regression Analysis. Most of participants
were female; their age was between 33 — 37 years old; their marriage status was single; their career was
private officers; their educational level was Bachelor’s degree; and their income was 20,001 30,000
bahts.

In term of Variable found that 1.) information system quality; information quality and
service quality factors showed the overall moderate level; 2.) Marketing mix factor showed overall,
Products factor was the overall high level, while the factors of Price, Channels of distribution, and
Marketing Promotion were the overall moderate level; and 3.) the Satisfaction of consumers who
purchased online products via Lazada and when considering each side as follows: Brand Royalty,
Repurchasing intention of consumers were the overall moderate level. The hypothesis testing showed
the system quality, information quality, and service quality and the satisfaction of consumers who
purchased online products via Lazada had the overall low relationships, and affected towards the
satisfaction of consumers who purchased online products via Lazada. While the Marketing Mix had the
high relationships, and when considering each side: Products, Price, and Marketing promotion affected
the satisfaction of consumers who purchased online products via Lazada with statistically significance

difference at 0.05.
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Unstandardized Standardized
Model Coefficients Coefficients t Sig. Tolerance VIF
Std.
B Error Beta
s 1426 .126 11.321 .000
Xis .568 .037 .607 15.219* .000 1.00 1.00
R
R Square .607
Adjusted R 368
Square 366

Durbin-Watson 1.760

F-ratio 231.628  (0.000*)

* p-value < 0.05
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Unstandardized Standardized
Model Coefficients Coefficients T Sig. Tolerance VIF
B Std. Error Beta
AN 1.376 129 10.668%* .000
X, .107 .040 .160 2.672* .008 433 2.308
X, .078 .053 102 1.483 139 328 3.052
X, .033 .047 .042 .686 493 404 2.474
X, -.046 .052 -.059 -.884 377 350 2.861
X, .061 .049 .077 1.260 .208 417 2.397
X -.014 .048 -.019 -.289 773 362 2.759
X, .039 .052 .053 745 457 309 3.238
Xq -.017 .047 -.024 -.364 716 342 2.920
X, -.039 .049 -.055 =793 428 317 3.158
X .031 .049 .040 .629 529 .380 2.634
X .094 .047 124 1.982% .048 392 2.552
X, .103 .042 136 2.440* .015 495 2.020
X .024 .047 .033 .520 .603 387 2.584
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A1TNN 14 (7D)

Unstandardized Standardized
Model Coefficients Coefficients T Sig. Tolerance  VIF
B Std. Error Beta
X -.043 .051 -.058 -.842 .400 329 3.042
X5 -.011 .049 -.015 -.232 817 390 2.564
X .074 .049 .101 1.520 129 352 2.838
X, .015 .049 .021 .304 761 324 3.082
Xis .099 .046 132 2.163* .031 414 2.418
R .641
R Square 411
Adjusted R
383
Square
Durbin-
1.878
Watson
F-ratio 14.776 (0.00)* (0.000*)

* p-value < 0.05
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Unstandardized ? =1.376* +.107 (X))* +.078 (X,) +.033 (X,) +(-.046) (X,)
+.061 (X5) + (-.014) (X,) +(-.039) (X,) +.017 (X,) +
(-.039) (X,) +.031 (X,,) +.094 (X, )*+.103 (X,,)* +
024 (X, )+ (-.043) (X, )+ (-.011) (X,5) +.074 (X,,)

+.015 (X,,) +.099 (X,)*
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Standardized Y = 160(X,)* +.102 (X,) +.042 (X,) +(~.059) (X,) +.077 (Xy) +
(-.019) (X,) +.053 (X,) +(-.024) (X,) + (-.055) (X,) +.040(X,,)
+.124 (X,)%+ 136 (X,)* +.033 (X, )+ (-.058) (X,)+ (-.015)
(X,9) +.101 (X,0) +.021 (X,) +.132(X,)*
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MTNN 15 WA Multiple Linear Regression Analysis NATDUANNANNUTAUNINUDIVDYA

o = Y a d'dy a 9 d < 4 Y
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Unstandardized Standardized

Model Coefficients Coefficients t Sig. Tolerance VIF
B Std. Error Beta

?‘hﬂﬁ‘ﬁ 1.345 126 10.657* .000

pX . .599 .038 .622 15.843* .000 1.00 1.00

R

R Square .622

Adjusted R .387

Square 385

Durbin-Watson 1.759

F-ratio 250.988  (0.000*)

* p-value < 0.05
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82

msnageumananadoy F 15103191 Sig. = 0.000 Farivannszauiiodfny 0.05
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B Std. Error Beta
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* p-value < 0.05
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B Std. Error Beta
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R
797
R Square
.636
Adjusted R
632
Square
Durbin-
1.980
Watson
F-ratio 172.442 (0.00)*
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fUNIT Multiple linear regression Ao
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Unstandardized Y = 488* + 409 (XD* +.171 (X,)*+(-.026) (X,) +.275 (X,)*
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X,= MUTIM
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Standardized Y = .443 (X))* +.173 (X,)* +(-.027) (X,) +.281 (X,)*
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