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Abstract

This research has the following objectives:
1) to study the e-service quality management
of mobile accommodation booking applications
based on consumer opinions in Bangkok; 2) to
study trust in accommodation booking applications
of consumers in Bangkok; 3) to compare the
intention to rebook accommodation through
mobile applications of consumers in Bangkok,
classified by demographic characteristics; and
4) to determine the impact of E-service quality
management and Trust on the intention to rebook
accommodation through mobile applications
of consumers in Bangkok. Quantitative method
was employed. A cross-sectional survey study
was conducted and data were collected from 400
consumers who had booked accommodation
through a mobile application and lived in Bangkok.
Data were analyzed using descriptive statistics
including percentage, frequency, mean, and
standard deviation. Hypothesis were tested with
t-test, F-test, and stepwise multiple regression
analysis.

The results show that among those
e-service quality elements, Privacy is the most
important  element that affecting online
accommodation booking via mobile application of
consumers in Bangkok, followed by system
availability, efficiency, and fulfilment, respectively.
It is also found that consumers in Bangkok have
high level of trust on mobile application for online

accommodation booking. The results of multiple
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regression analysis reveal that E-service quality
and trust have significant and positive effect on
intention to rebook accommodation via mobile
application of consumers in Bangkok. The results
indicate that 35.9% of the variance in intention to
rebook accommodation via mobile application
of consumers in Bangkok can be explained by
Trust, System Auvailability, Fulfilment, and Privacy
(R?=0.359, p-value = .000).

trust,

Keywords: e-service quality, rebooking

intention, mobile application
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Model Unstandardize Standardized t-value Sig.
d Coefficients Coefficients
B Std. Beta
Error

(Constant) 1.024 0.200 5.109 .000
Trust on 0.375 0.053 0.341 7.115 .000
Mobile
Application
for Online
Accommod
ation
Booking
System 0.126 0.049 0.140 2.553 .011
Availability
Fulfilment 0.127 0.049 0.143 2.620 .009
Privacy 0.116 0.045 0.127 2.554 .01
R= 0.599 R?=0.359 F= 55.297 p value =.000
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