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Abstract

The research aimed to study and examine the causal relationship model of electronic
service quality and brand image that influence perceived value and customer loyalty in food delivery
service business in Phetchaburi province. The sample consisted of 370 customers who used food
delivery services in Phetchaburi province. A questionnaire was used as a tool for data collection.
The statistics used for data analysis included descriptive statistics such as percentage, mean and
standard deviation, and inferential statistics for hypothesis testing using structural equation
modeling. The results showed that electronic service quality had a positive direct influence on

perceived value and customer loyalty in food delivery service business in Phetchaburi province.
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Brand image had a positive direct influence on perceived value and customer loyalty. Perceived
value had a positive direct influence on customer loyalty. The study concluded that food delivery
service business that can create electronic service quality and brand image will be able to generate

perceived value and customer loyalty, which will contribute to long-term business success.
Keywords: Electronic Service Quality, Brand Image, Perceived Value, Customer Loyalty
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1% X VoA o 1% a o A
v9a1]93% (Factor loading) FeAmuingaudmsumsdinnzy luaaaums Iaseadualsiin
"y ' X = a 7 v 3 o g '

13i1¥08n71 0.50 (Hair et al,, 2010) FaamMIAATIZHNVIAMITABIRY Tz ReY TULA B
Jatelin1mnnit 0.50 nadualsuagiionarsananuiuyen o Ingeed1e (Composite
reliability or Construct reliability: CR) FIAITUAINIANIN 0.70 (Holmes-Smith, 2001) Hazal
AU 5U3IUINAY (Average variance extracted: AVE) A933AM1ANI1 0.50 (Hair et al., 2010)
TAgHaMIATIABUNUIIAT CR ¥099nA1l5UANINNTT 0.70 azA1 AVE voanndauls
A ' ° ] Y1 o o Y AR Ao A
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(Validity) 151ng@aanaadluasiei 5
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Factor Cronbach’s
aanls CR AVE
Loading alpha
AUMUANTUIMINeBIAnNIeing 0.787 0500 0.922
(Electronic Service Quality: ESQ)
Uszansammslums 1 (&) 0.93
ANund o 1¥IUY033EUY (Sab) 0.52
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ANuuaIud (Pri) 0.47
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2 :
MMINN 5 (919)

o Factor Cronbach’s
fuls CR AVE
Loading alpha

mMwanyeinauM (Brand Image: BIM) 0.834 0.565 0.959
AR (Fea) 0.52
A5z T (Ben) 0.78
AaIA (Val) 0.78

a Y

UABANMNYOI 19 (Per) 0.88

M35 UFAMAT (Perceived value: PVL) 0792 0503 0.867
AN TUVDITIA 0.45
WMATIFIUMITA 0.52
msiluieenvesnINg 0.99

3 A o v

mytlunsousuvesgnm 0.51

AMUANAYBIGNAT (Customer loyalty: 0.787  0.500 0923
CLT) 0.53
anuaalalFusms 0.54
msud lulgwinndedesisou 0.98
anusenulalumsusms 0.46
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Y ' a £ v o 1 @ a aw
m‘mﬁ 6 LM AUl e ANTANAUNUTIZHINAWUTNUNTOVUUIAANITIVY

aunls ESQ BIM PVL CLT Tolerance VIF
ESQ 1.00 0.37 2.72
BIM 0.78%%* 1.00 0.27 3.75
PVL 0.73%%* 0.82%** 1.00 0.31 3.24
CLT 0.72%%* 0.79** 0.71 1.00
X 426 4.34 428 441
S.D. 0.28 033 0.33 0.35

Bartlett’s test of sphericity chi-square N 336.22, df S (RIaST 6,p N1 0.00, KMO 0.70

WUOIHA) : ** NG p<0.01
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3. AnuieuFalngead e (Construct reliability) Afvousy1dnisiiamnni
0.60 311"/ (Fonell & Larcker, 1981)
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Siljaru, 2017) taza 3N NA5NAT Average variance extracted (AVE) PRI AR
#o TANN1 0.50 nazA AR IANUTiouFTAs @319 (Construct reliability) WUTTIA1
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aa 1T o a ;{ o Y] o (Y X~ o Y] d o o
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U 3 a @
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Fa
wonvAtKan1InageudanulIdInlsoasz lunseuuulnanmsive il
anuduus tuunmny 1 Iaea1 Tolerance NA13E1A 0.27 - 0. 37 1Az iiA Variance inflation
factor (VIF) WU A10g521313 2.72 - 3.75 9Aada Tolerance vosdmilsiian lilndgud o
A . . . v ' v o ¥ o= Y1 o a
1ag YA Variance inflation factor (VIF) H98n11 10 NNH1 muumagﬂ”lmmmﬂi@ﬁixnﬂ
R R v v IR o v 3w Aaa o R A W v o
i lifszauanuduwussaturaziu dudunlshiidaszaeny Fadeszauanuduius

yosa s dasznnaa line ldinalym Multicollinearity (Field, 2013)
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CMIN/DF = 0.396, p-value = 0.529, RMR = 0.001, GFI = 0.999, AGFI = 0.995, NFI = 1.000,

CFI = 1.000 and RMSEA = 0.000
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RMR <0.05 0.001 AOANGY
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1AM 31 7 Tuaatiaanamiiy CMIN/DE #i1/D 0,396, p-value 11111 0.529,
Root mean square residual (RMR) MR 0.001 , Goodness of fit index (GFI) MR 0.999 s
Adjusted Goodness of Fit Index (AGFI) MY 0.995 , Normal fit index (NFI) MY 1.000 s
Comparative fit index (CFI) (M1 1.000 1182 Root mean square error of approximation (RMSEA)
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