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ABSTRACT

This research aims to study the relationship of service quality, satisfaction and electronic word-of-mouth of

undergraduate students of higher education institution in Khon Kaen. The study was conducted by using

questionnaires to collect data from 400 undergraduate students, the institutes in Khon Kaen province. Then data

was analyzed using descriptive and inferential statistics by Structural Equation Modeling. The result reveals that

service quality has the indirectly influence on electronic word-of-mouth through satisfaction and explains 67% of

electronic word-of-mouth. The findings of this research are guidelines of marketing strategies to improve service

quality in order to improve target customers’ satisfaction and impression for sharing the information through

electronic media.

Keywords : Service quality ; Satisfaction ; electronic Word-of-mouth
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