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Dissertation Title . Development of A Structural Equation Model of Electronic Word of Mouth

of Customers in Cosmetic Industry in Thailand

Program : Doctor of Philosophy in Social Media Technology
Dissertation Advisor : Asst.Prof. Sumaman Pankham, Ph.D.
Abstract

Cosmetics industry is considered as one of the important industries in the world and Thailand
market, and it is growing at a rapid rate every year. Especially with the increasing growth of online market
and social commerce, an important goal is to establish the confidence of merchants in both products and
services. Therefore, identifying new factors that influence consumer electronic word-of-mouth plays a very
important role in ensuring long-term business sustainability. The purpose of this study is to develop a
structural equation model of electronic word-of-mouth communication among consumers in Thailand's
cosmetics industry. A mixed research method is adopted to collect qualitative data from 21 experts with
Rough Set Delphi Technique, electronic word-of-mouth quantitative method is used to conduct consensus
analysis, and online questionnaire survey is used to collect data of 808 people who buy cosmetics products
through social media stores. Descriptive statistics and inferential statistics methods are used to analyze the
collected data, including positive component analysis and structural equation model. The results show that
the developed model is in good agreement with the empirical data, and the elements of consumer
electronic oral communication in Thai cosmetics industry are found. It consists of nine elements: social
commerce, functional value, social value, emotional value, perceived sacrifice, trust, satisfaction, purchase
intention and E-WOM, among which the most important elements are purchase intention, satisfaction,
emotional value and product use value. Therefore, enterprises should create new products that consumers
need, and realize the credibility and sustained growth of consumer electronic oral communication.
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