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ABSTRACT

The objective of this study is to examine the customer satisfaction affecting to repurchase intention of
users True Top-up machine in Bangkok metropolitan and the vicinities. There are two main objectives in this
research: 1) to study about electronic services quality level on customer satisfaction and repurchase intention
toward True Top-up machine, and 2) to investigate the personal factors, electronic services quality and
customer satisfaction that effect on repurchase intention. The quantitative research approach and online
questionnaire were employed as a research strategy and research tool. The study samples 400 customers of
True-Top up machine in Bangkok and the vicinities as the case study. To analysis the collected data, this
study was conducted using descriptive statistics, Independent Samples T-Test, One-way ANOVA, Fisher’s
LSD laig Tamhane’s T2, Simple regression, and Multiple regression.

The findings indicate that 1) the electronic services quality level on customer satisfaction and
repurchase intention toward True Top-up machine was high. The customers rated the system availability at the
highest level. 2) there were statistically significant results on the three-difference personal factor that are the
frequency of using service, customer lifespan, and transaction amount. The result also showed that the e-
service quality factors had a positive effect on repurchase intention. The system availability and the privacy
were statistically significant effect on repurchase intention while the efficiency and fulfillment had no
statistically significant effect. Overall, the results of this analysis showed that the customer satisfaction factors

had a positive effect on repurchase intention.

Keywords : Repurchase Intention, Customer satisfaction, E-Service Quality, Top-up machine
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