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Abstract

Marketing communications significantly shape consumer purchase behavior, particularly as
social media becomes the dominant platform for product information and consumer discourse. The
article aimed to study 1) the development and validation of a causal relationship model of
electronic word of mouth (E-WOM) on Facebook pages of consumers in Bangkok and its vicinity
and 2) the causal factors influencing electronic word of mouth (E-WOM) on Facebook pages of
consumers in Bangkok and its vicinity. This study was quantitative research. The sample was
people who have purchased mother and baby products on Facebook pages and live in Bangkok
and its vicinity—447 people. The data collection tool was an online questionnaire. The statistics
used in data analysis were frequency, percentage, confirmatory factor analysis (CFA), and
structural equation model (SEM). The results of this research indicate that the developed causal
relationship model consists of 4 key components: 1) service quality 2) Trust 3) satisfaction and 4)
E-WOM,; the model is consistent with the empirical data to a great extent. It was found that
service quality, trust, and satisfaction respectively influenced E-WOM among product buyers.
Entrepreneurs should consider service quality, trust, and satisfaction as key factors to encourage
E-WOM and repeat purchases of products.

Keywords: Causal Factors; E-WOM; Facebook Page
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