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Minor Thesis Title Relationship between Electronic Service Quality of Airline toward

Perceived Risk of Service consumers

Author MR. Thaspol Sangsee
Major Program Business Administration
Academic Year 2015

ABSTRACT

The objectives of this research are to investigate the relationship between Electronic
service Quality of Airline toward Perceived Risk of online service consumers and Perceived
Value. The samples of this study were 385 consumers. Research data was statistically processed to
determine frequency, percentage, means, standard deviations,t-tese,F-test,and Pearson’s
Correlation

The research result showed that the quality levels of electronic service of the airline in term
of overall and each dimension are in higher level. The highest average value dimension is the
individual dimension, followed by the effectiveness dimension, the accomplishment dimension, and
the lowest dimension is the ability of system respectively. On the other hand, the perceived risk of
the general service usage consumer is in lower level that consumer will perceive risk of electronic
service airline. The dimension which has the highest average level is the social perceived risk,
followed by the psychological perceived risk, the physical perceived risk, the time perceived risk,
the financial perceived risk, and the lowest dimension is the role perceived risk. In term of
comparison analysis, personal factor, different gender, varied age, various educations, and diverse
salary all make consumer differently perceived about the risk of electronic service on the airline.
Furthermore, the quality of electronic service of the airline in every dimension has the statistical
significance of the different relation tendency in low level when comparing to the perceived risk of
the service usage consumer in 0.05 levels.

From all result of this research are recommended to the airline in order to decrease the risk
of consumer by establishing the security of financial transactions for consumers. So that consumers
have more confidence in the electronic services, the airline should establish a system login and

password for all previous payments to prevent data leakage.
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