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Abstract

The objectives of this research were to develop a causal of relationship modal of Thai
Airways’ E-service quality on customers’ perceived value and loyalty in Thailand and to validate the
consistency of the causal relationship model with empirical data. The tools used in the research are
online questionnaires. The sample group in Thailand consisted of 330 people who have purchased
airline tickets from Thai Airways’ website. The statistics used in data analysis were frequency,
percentage, mean, standard deviation, skewness, and kurtosis. The structural equation model
is used to analyze causal relationships to find the path to the causal influence of the variables
consisting of 6 components were 1) Efficiency 2) System Availability 3) Fulfilment 4) Privacy 5)
Perceived Value and 6) Loyalty

The results of the research showed that the causal relationship model was developed in ac-
cordance with empirical data. The final is predictive coefficient of 0.87, indicating that the variables
in the model can explain the variance of Loyalty by 87 percent. It was found that the Perceived
Value was the most influence on Loyalty of the customers in Thailand.
Keywords : Causal Relationship Modal, E-Service Quality, Perceived Value, Loyalty, Structural

Equation Modeling
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