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The purposes of this research were: 1) to compare the opinion of mobile
application service quality of Lazada in Thailand of customers in generations X Y and Z.
2) to test the model effects of mobile application service quality of the impact on
customer satisfaction, trust and loyalty of Lazada in Thailand and the effects of
customer satisfaction, trust of the impact on customer loyalty of Lazada in Thailand,
and 3) to test the model effects of customer satisfaction, trust through the mediator
variable which were mobile application service quality and customer loyalty. Data were
collected by electronic questionnaires from 300 Thai customers in generations X Y and
Z who had experience using the mobile application service of Lazada in Thailand.

The results showed that 1) customers’ Lazada mobile application in
generations X Y and Z agreed differently with mobile application service quality:
responsiveness, contact, content, design, efficiency, and reliability. 2) The results
showed that the mobile application service quality, customer satisfaction and
customer trust effect customer loyalty, and customer satisfaction and customer trust
have also effect to customer loyalty and the model fits with the empirical data,
considering from Chi-Square = 143.379, df = 109, Chi-Square/df = 1.315, RMSEA =
0.033, RMR = 0.016, CFl = 0.990 and GFl = 0.948

and 3) The results of the mediator variables showed that the mobile
application service quality can effect customer loyalty by enhancing mediator like

customer satisfaction and customer trust as partial mediator.
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