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Abstract

This research article presented factors influencing the word of mouth of online consumers
in Thailand. The objectives aimed to study 1) the level of word of mouth among online consumers
in Thailand and 2) causal factors influencing word of mouth among online consumers in Thailand.
This research was quantitative. The tool is a questionnaire. The sample is composed of 377 online
consumers in Thailand selected by quota sampling. The data were analyzed using descriptive and
inferential statistics.

The research results were found as follows: the level of word of mouth overall was at a
high level (mean = 4.03), and each aspect was at a high level as well. by content aspect (mean
= 4.08), valance of opinion aspect (mean = 4.01), and intensity aspect (mean = 3.99). Electronic
service quality had a direct influence on word of mouth but was not statistically significant (effect
size = 0.12). Perceived brand equity had a direct influence on word of mouth statistically
significant (effect size= 0.79) and electronic service quality indirectly influenced word of mouth
through perceived brand equity statistically significant (effect size= 0.69). Findings from the
research will benefit online business entrepreneurs in Thailand. in developing a word-of-mouth

strategy through electronic service quality and perceived brand equity.

Keywords: electronic service quality; perceived brand equity; word-of-mouth; online consumers
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