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Independent Study title: The Relationship between E-Service Quality Dimensions
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Abstract

The objective of this research is (1) to study the e-service quality of
Agoda.com website, (2) to study satisfaction of the customers who have used online
room reservation service, and other services via Agoda.com website, and (3) to study
the relationship between e-service quality and satisfaction of the customers who use
online room reservation service and other services of Agoda.com website.

The population used in this study is Thai people who have ever used the
online room reservation service and other services via Agoda.com website. Due to
unawareness on the population size, the sample size was therefore calculated under
uncertainty of the number of population, using Cochran’s Formula. The sample of 400
persons was acquired and the multi-stage sampling was conducted. The instrument
applied for data collection is questionnaire, and the statistics applied for data analysis
include percentage, mean, standard deviation, and Pearson’s Correlation Coefficient.

The finding of the studying result indicated: (1) the overall e-service
quality and all of five aspects were at a high level , and the overall customer
satisfaction was also at a high level.; (2) the positive relationship between e-service
quality and customer satisfaction is in high level (r=0.720) at statistical significance
level of .01.

Keyword: E-Service Quality, Consumer Satisfaction, Online Travel Agency,
Agoda.com
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