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ABSTRACT

Nowadays, E-commerce has-been used for any. business. The:business on E-commerce
helps to reducing operational cost, reach to target customers with serve their needs and specific
interests, increasing service time 'that enable  to \get .more business opportunities. Many
organization took e-commerce to apply for their business transaction which made consumers for
more choices to-consumer. products ar_ld service and easily buy. The objective of this study is
explored the satisfaction in using book purchase service on e-commerce. 400 Questionnaires to
distributed for sample group who has been purchased order on e-commerce by Google Docs
(http://docs.google.com) The. data analysis was used the descriptive statistic i.e. frequency,
percentage, mean, and inferential statistic of chi-square for correlation analysis testing.

The result of this;study found that most of the samples.were female with the age of 21-30
years old, bachelor degree educational level, single, employee occupation, and a monthly income
of 10,001-15,000 Baht.. The threée most important reasons' for. ordering the books on an
e-commerce service includes: ‘easy“searching, save time, order.anytime by 24 hours. Most of
samples normally ordered book type are fictions, short stories, novels and literature. The most
popular website for ordering books is www.se-ed.com. The average number of books per order is
2-4 books. The frequency of the order per year is 1-2 times The decision making for each order
1 - 3 hours, with an average payment of 500-1,000 Baht. And average shipping cost more less
100 Baht. Most of the payment is done on Internet Banking transfer. Influence person to selection
of the service is him/herself. Satisfaction in used book purchase service on e-commerce are the
highest level. The satisfaction of products, pfice, distribution channels, service process, and

physical of service are highest level and satisfaction of market promotions and service of staff

111



are high level. The result analysis of correlation between personal factors, which includes age,
educational level, status, occupation, and income, and the satisfaction iﬁ using book purchase
service on e-commerce. In terms of products and services , price, distribution channels, market
promotions, service of staffs , service process, and physical of service founded that those factors
are statistically significant at the level of 0.05.

The suggestion of this study, due to the sample group of age is between 21 — 30 years
old who was the most group of consume book types of fiction, short stories, novels and literature.
Therefore, business should focus on this target group by improving quality service on e-

commerce to further increasing sales volume.
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