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ABSTRACT

The objective of this thesis is to develop the instrument for assessing and the details of
each component of Thai customers’ perception towards E-Service quality on ticket reservation of
low cost airline websites. The subjects of this study were 212 Thai customers aged over eighteen
who had the reservation experience via low-cost airline website more than one time per year. The
instruments used for the study were the online questionnaire developed under the framework of
assessing instrument named E-S-QUAL, the E-RecS-QUAL by Parasuraman et al. (2005) and
related literature. Moreover, the research employs qualitative research method by an in-depth
interview to improve the instrument in accordance with the context of assessment of low-cost
airlines websites. Then the content validity was analyzed by experts on electronic commerce, and
so was the internet validation done by the fundamental testing of one hundred customers.
Moreover, reliability analysis was examined by cronbach’s alpha coefficient and construct
validity was done using factor analysis. Consequently, the final analysis of the validity of
assessing instrument was analyzed by correlation and regression analysis.

The findings of this study were that the cronbach’s alpha coefficient was at the level of
0.946, and the result of factor analysis, Indicated that the instrument for assessing perception of
Thai customers towards E-Service quality on ticket reservation of low cost airline websites had 29
questions altogether consisting of 4 elements: 1) Efficiency 2) System Availability and Reliability

3) Privacy and Security and 4) Contact



