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Factors Influencing Consumer Satisfaction in Purchasing Dogs and Cats

Through Online Stores
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ABSTRACT

This study aims to investigate the factors influencing consumer satisfaction in
purchasing pets, specifically dogs and cats, through online stores in Bangkok and its
metropolitan areas. The focus is on examining factors related to consumer satisfaction
with online pet purchases, which include online marketing mix factors (6Ps), service
quality of online stores, and consumers’ perceived risk on purchasing decisions. The
research employs a quantitative methodology, collecting data through an online
questionnaire (Google Forms) from 400 respondents who meet the criteria of having
experience purchasing pets online in Bangkok and its surrounding areas. The
independent variables studied include the 6Ps of the online marketing mix (Product, Price,
Place, Promotion, Personalization, and Privacy), service quality of online stores, and
consumers’ perceived risks. The dependent variable is consumer satisfaction with

purchasing pets through online stores.

The hypothesis testing results reveal that the online marketing mix factor of
Personalization, the service quality factors of Empathy and Responsiveness, and
consumers’ perceived risks are significant factors influencing consumer satisfaction with

purchasing pets through online stores at a statistical significance level of 0.05.

Keywords: Consumer, Online Marketing Mix, Consumer Perceived Risk, Service Quality,

Consumer Satisfaction
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