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The Influence of Service Quality Factors and Perceived Risk on Purchase
Intention through Online Platforms of Customers in Bangkok and its
Metropolitan Area

na¥AT Yaae’, NasA1 WuYUNe?, Hggnei nat’, Syan Ussnadias®, yyatiud danuasd’,

a ¢ N a 6 2 A 7
ﬁa'l‘ih‘UEJ FAINEIT, NN FAILUDY

halzusnsgsie a1973%IN159aMAINA, N INeIaLTIINGNY, wisimerpu.ac.th

UNANYa

MyIFelilingUszasaiiefing 1) seauanudfyrestadenununmnsius Nk uwanlesy

q

¥ v
o w o Y

sala ' & g a v o s ¢ o s Ada |
QE]UIﬁUV]@JNa@aﬂqﬁm\ﬂﬁ]%@ﬂug"’nmWULLwamwaﬁﬂaauvLau 2) 33@Uﬂ'ﬂﬂﬁ’]ﬂﬁg%@ﬂﬂqiiUzﬂ’ﬂNLﬁEJ\‘W]lINa@E]ﬂ’ﬁ

v
g a v 1

:j dy a b ! s L3 v o w g.J/ s L3
AalageduAruwasnesuesulal 3) szAumdAYUesRNA T aduA i uanesuseulal was 4)

Uadeaunanmmsiiusmsuasmssus Anudesniiavinanenmsadadedunsituunannestesulaives

anAlungamns wazdSuama mAdetidunsivedszna ngldwuuaeuamuiuesosdislunside ngu

Y 9

Y I

& va X a v s ¢ al Y] i a ° aadyy
G]’JEJE’J'N?‘W@N‘V]Lﬂﬂ‘lj@au@qNWULLWﬁWW@i@J@@TﬂaUW@qﬁU@%FLUﬂEQW]le LazUIuauNa 911U 400 AU aﬂ@cl/lﬁ‘[ﬂj

Y

loun mnud Segar Awnde drudetuunasgiu ke Tivsrviosneenan (Multiple Regression Analysis)
HamTenuI1 Jadeauaaunmnisiiusmssnuinanresnoaulay dnasreruddlatodunesulal

Tusziuann Taeenufivssdvsnmesunasesy Wulladeddaiian vasfinesuianudss sglusgauun

v A

Tneanudssinudszansam Hutad sdAnyen uazludmvesmasadedufrmumanlesueen ol egluszsu
1nn aMVRABUAMAT U Tt T8 v naderuddlatodud Iud 1) avuilsAnsam 2) ns
pavAUBwDM M BINTS uag 3) ududiud dadedeiumssuimmudsdidayina l6ud 1) mudes
shuemnaaonde way 2) Aruidesiulseavsanm 3) anudssnenisiu @) snudesneudses oz 5) mnm

o w

d' Y a | Ao aad o
Lﬁﬂﬂmqﬂﬁquf\]mﬁlﬂ DY NUUYAAYNNENRNTEAU .05

Aman: Msndlate, wnannesueeulal, Aannnsliusms, Mssuirmudes

257



N15U52YUTVINTIRAVPIAUASUIUNNE UgYARATIVINTT AN 15

The 15" BENJAMIT Network National & International Conference
(Artificial Intelligence : A Driving Force For Sustainable Development Goals) May 15, 2025

Thonburi University, Bangkok, Thailand

Abstract

The objectives of this research were to study: 1) the importance of e-commerce service quality factors
affecting purchase intention on online platforms, 2) the significance of perceived risk influencing purchase
intention on online platforms, 3) the level of purchase intention on online platforms, and 4) the influence of
e-commerce service quality factors and perceived risk on purchase intention among customers in Bangkok and
its metropolitan areas. This study employed a quantitative research methodology, utilizing a questionnaire as
the primary research instrument. The sample consisted of 400 individuals who had previously purchased
products through online platforms and resided in Bangkok and its surrounding areas. The statistical tools used
for data analysis included frequency, percentage, mean, standard deviation, and multiple regression analysis.

The research findings indicated that e-commerce service quality factors significantly influenced online
purchase intention at a high level, with platform efficiency identified as the most critical factor. Similarly,
perceived risk was also found to be at a high level, with performance risk being the most crucial factor.
Additionally, purchase intention on online platforms was reported at a high level. Hypothesis testing revealed
that the key service quality factors influencing purchase intention included: 1) efficiency, 2) responsiveness, and
3) privacy. Regarding perceived risk factors, the influential aspects were: 1) security risk, 2) performance risk, 3)

financial risk, 4) social risk, and 5) psychological risk, all of which were statistically significant at the 0.05 level.
Keywords: Purchase Intention, Online Platform, Service Quality, Perceived Risk
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