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EFFECT OF SATISFACTION AS MEDIATOR FACTORS TOWARD THE RELATIONSHIP
BETWEEN SERVICE QUALITY AND CUSTOMER LOYALTY IN E-COMMERCE.
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ABSTRACT

The purpose of research were 'to study the information technology strategy, service quality, satisfaction and
customers loyalty in e-commerce, including study the effect of satisfaction as mediator factor toward the relationship
between service quality and loyalty in e~commerce customers. The sampling group was 617 e-commerce customers in
Thailand. The research' tool-was in questionnaire format by applying descriptive statistic to analyze the percentage,
standard deviation‘and structural equation model (SEM) with Smart PLS program

The outcomes of research revealed that respondents had opinions on the information technology strategy,
service quality’ , satisfaction, and customers loyalty that all were rated at high level. The correlation of structural
equation model analysis revealed that information technology strategy had highest effect toward service quality and
followed by satisfaction had direct effect toward customers loyalty, service quality had direct effect toward satisfaction.
Lastly, information technology strategy had direct effect toward customers loyalty, service quality and information

technology strategy had indirect effect toward customers loyalty through satisfaction.
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