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Expectation and Perception on Customers’ Service usage on
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ABSTRACT

The objective of this study is to study the expectation and perception of customer service through
Ensogo website in Bangkok Metropolitan Area. The contents of the website (7C’s) consist of Context,
Content, Community, Customization, Communication, Connection and Commerce and Purchase Behavior
through Ensogo website. The sample size of this study was 400 customers who use the Ensogo website.
A questionnaire was used as the tool for data collection. The statistics methods used in data analysis were
frequency, percentage, mean and standard deviation. The statistical hypothesis testing is Independent
t-test, One-way ANOVA, Paired t-test and Multiple linear regression analysis. The results showed that a
majority of customers were female, aged 21-30 years old, held a bachelor degree, and average monthly
income of Baht 10,001 - 20,000. The purchasing average is 1,494.00 baht per time, and the frequency of
purchase of two times per six-month period. Analyzing the differences of independent value was difference
of expectation of the content, communication, connection and commerce to perception. Research used
a Multiple regression to predict buying behavior. The results showed that perception of connection could

predict the purchase of goods and services, and perception of content, and customization could predict a

frequency of goods and services.

Keyword : Expectation, Perception, Customer Service Usage on Website, Ensogo
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