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ABSTRACT

The purposes of this research are: 1) to develop a trust capability maturity model
(TCMM) and its metric for assessing the level of trust based on customer perceptions, 2) to
develop a causal model using as the knowledge for describing customer perceptions toward the
quality of e-Commerce website, and 3) to apply the TCMM for developing the application using
as a tool to assess the level of trust on the e-Commerce websites to correspond with customer
perceptions. This research uses a quantitative method to develop a questionnaire that is used to
explore the customer perceptions including the perceptions on quality of services and trust in e-
Commerce websites. A complete version of the questionnaire has been developed through the 3
steps of validation as follows: 1) a test of construct validity for the first time, 2) a test of content
validity from the experts, and 3) a test of construct validity for the second time. The complete
questionnaire consists of 50 items using for assessing the websites on 11 aspects. It has been
performed with the sample groups according to the research context which are participants who

lived in all regions of Thailand through an electronic version of the questionnaire. Responses with
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the completion of 2,151 participants enable the researcher to develop a trust causal model, which
is used as an important knowledge of the internal assessment process within TCMM. This
knowledge enables TCMM to build trust consistent with the perception of customers towards the
quality of e-Commerce website.

The results reveal that the trust causal model consists of 7 components: 1) information
quality, 2) system quality, 3) service quality, 4) trusting belief, 5) playfulness, 6) value, and 7)
trusting intention. By performing structural model analysis, the statistical indicators can be
identified as follows: 1) normed fit index (NFI) at 0.94, 2) comparative fit index (CFI) at 0.95, 3)
goodness of fit index (GFI) at 0.92, 4) adjusted goodness of fit index (AGFI) at 0.88, and 5) root
mean square error of approximation (RMSEA) at 0.06. All statistical indicators pass their
acceptance criteria. It is considered that a developed causal model has the appropriate structure
for theoretical interpretation and can be applied to determine the operational strategies within the
TCMM.

TCMM using the indicators that is confirmed by statistical tests and the basis of model
structure consists of three components: 1) the internal structure of trust capability maturity level,
2) the trust capability maturity levels, and 3) the assessment tool. After measuring the accuracy of
the prediction for the total trustworthiness score with trust causal model through the process of
fuzzy cognitive map (FCM), the results reveal that the accuracy of the prediction with the value
of mean absolute percent error (MAPE) equal to 2.86 percent, reflecting the precision of the
proposed measurement. It is also confirm that TCMM can be used to assess the level of trust
capability maturity in e-Commerce website that is consistent with the customer perceptions.

In addition, in order to apply the TCMM to assess the capability of websites in building
trust, the researcher has developed the application to present the reports for assisting in propose
guidelines for improving capability in building trust that is consistent with the customer
perceptions. This developed application consists of 4 major parts: 1) the recommendations for
customers, 2) the improvement guidelines for online vendors, 3) the trustworthiness scores, and

4) the comparison gap with other vendors.
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