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ABSTRACT

At present, food delivery changes daily life of people in this era. Everything becomes more
convenience, and everything can be brought online. Food is not an exception, for we can order food
delivery to buy and deliver to our doorstep. Especially, in epidemic situation of Covid-19 which people
have to stay at home, this situation make food delivery business rapidly grows. The researcher interests in
the study of influence of service quality on customer satisfaction in Grab food delivery in Samut Prakan.

The purposes of this research are as follows; (1) To explore demographic characteristics of the user
of Grab food delivery in Samut Prakan; (2) To study service quality and level of satisfaction of the user of
Grab food delivery in Samut Prakan; (3) To study service quality of Grab food delivery in Samut Prakan with
different demographic characteristics; (4) To study level of satisfaction of the user of Grab food delivery in
Samut Prakan with different demographic characteristics; (5) To study feedbacks on service quality of Grab
food delivery in Samut Prakan; (6) To study level of satisfaction on equal service, service speed, service
availability, service access, and spending range of the customer on service cost of the user of Grab food
delivery in Samut Prakan; and (7) To examine whether the results of this study benefits the development

of service quality of Grab food delivery. This research uses 400 users of Grab food delivery in Samut Prakan



as the sample group. The results are as follows. Most of the users are male, including 206 users which
counted as 51.50 percents. Most of the users are 30-40 years old, have level of education in the bachelor
degree, are company employees, and have regular incomes between 15,001-30,000 Baht. Service quality
which affects satisfaction levels of the users of Grab food delivery in Samut Prakan mostly are in positive
results. When considered on each aspect, it was found that the aspects with the positive feedbacks are
reliability, customer confidence on the service, objectiveness of the service, customer understanding, and

respond toward customers, accordingly.

Keywords: Service quality; Customer satisfaction in Grab food delivery in Samut Prakan
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o (%

usnisndaasianuianelavesdldusnis Food Delivery {1 Grab ludaninaynsusns egraidedrdgms

aa Y

adAnsesu 0.00 l93ouax 88.8 (R2 = 0.888) Tasauisatdeuduaunisnennsailanail

AUNTNYINTA

Y = a+ B1X1 + B2X2 + B3X3 + BaXa + B5X5
Decision = .332 + .132aa + .422bb + .073cc + .187dd + .103ee

(3.949) (15.657) (2.145) (5.225)  (3.137)

aa

9nauns wuin Faudsidsniwadeanufianelavesiflduinig Food Delivery su Grab ludmia
aunsusns Laaianfe Auudede sesawwnfe nmslimnudulawngndn anudugdsssuvesnisusnig

nsiinlakae3ingnAn wazduduanyine Ae n1snevaweIgnA
unasuuazdaiauanug
aAUsIENANISAUAINDESY

N15AUATIdETY 1389 ANAMNITIIUINsdwmasrealuiisnelavesldusnis Food Delivery W1y

Grab Tudaninaynsusinis 1nefif o uRUUABUAUHIUAININAANTBIVTINUA F1UIY 400 AU HTInOU
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wuvasunudlulueg WWuinaAr1ediuiu 206 Aau Antduiegay 51.50 509a901AD LWANDS 91U 194

au Andusesay 48.50 aumuady gNneukuudsuntudlug o1y 30 - 40 U d1udu 178Au Amdu

Y

$ouay 44.50 509a3U1A0 01gtesni1 30 U 91w 135 au Andusevas 33.80 , 918 41 - 50 U 917w

54 aw Amduewsar 13.50 , 91y 51 JTulU 9rudu 33 au Asludovas 8.30 nuaidu HAneu

Y

wuvgouaNdlulng Aszaunisanen Usyey1as d1uau 257 au anludesar 64.30 se9asuide AN

)

USqyayn 91uou 83 au Asduewsas 20.80 , gani1USyayins 97uau 60 au Amdudesar 15.00

e

ANa1eU JNreuwuuasuaNdlulug Tendnniinauuien srutu 180 au Amdusewvay 45.00

Y

Fo9asN1Ad1919n19/NInussIauie 9auau 77 au Andudesaz 19.30 §INAEIUAT TIWIU T2 AU
Andusovaz 18.00 , Sudreialu fauau 38 au Andudesaz 9.50 , Huq Truau 33 au Anduseuas
8.30 AuadU fiineunuuasuaindulug fisneldvieidou 15,001 - 30,000 UM FIUIU 179 AU An
Wudesay 44.80 se9asunde snelasetiau 30,001 — 50,000 UIMIUIUL 86 AU AnluSesay 21.50 ,
s1eldsowiou doendn 15,000 um s1uau 80 au Amdudesay 20.00 , swldreldou 50,000 UMTULY

F1UU 55 AU Andusesar 13.80 nuaisiu

NaNTALATIERAMAINNTIIUSNSTIdsmasaadunanalavasdldu3nas Food Delivery situ Grab ludawndn

aynIuIINIg

A NATIUSNdaRasionuianelavelduinis Food Delivery i Grab ludaninaynsusnis
lngsaueglussduarudaiiuuin WeRarsanlusiediu wudn suifissduainudaiiuseauuin ds
ANuUgelie nslianudeduungndl anulujusssuveenisuinis n1snevausIgnai n1sidnle

wag3InaneAn Ay
nadaTeAunenelavesllduinis Food Delivery Wy Grab Tudawingymsusinis

Anufianelavesglduinis Food Delivery H1u Grab ludsninaynsusinis lnesiuegluseduaiiy
AALTIULIN L1aNAITUNTUTIEAIU WU ATUNTTLAUAMUAATUTLAULIN AD NTENEWMEIUSNNS NS
Thusniseg1asiansa nishiusnisesawindieunu ANENNTaTRs U MsNaTdeeldaedmiuuinag

ANUEINBYRIUTNITNRY  AINEIRY
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NAN1SNAFBUHNNRAFY

NANTNAFRUALNAILA 1 - 5 WUl AuAnniTlHuTng aduayunnanudgiu de Daudy
5USIIUVRINITUTNT AanTnantsuinaenuienelarew]lduinig Food Delivery H1u Grab ludanin
aunsUsINs 2)mnindede danEnanisuindeanuianelavesiliuinig Food Delivery siu Grab Tudamnin
aynsUsIN1g 3)Nsmeuanesgna1 aninanisuindeanuiisnelavelduinis Food Delivery H1u Grab Tu

1

Jwipaynsusnis Hmshienusiulaungndn danswanisuindeaiuiianelavesdlduinig Food Delivery

[

1 Grab Tudawndnaynsusinis 5)madnlanasidngndn ddnsnantsuindeauianelaveslduinig Food

[

Delivery #1u Grab ludaninayvsusinis wasnuindded1Ayadanisedu 0.00 wagaiusneunalaeil

1. anufignui 1 anulugusssuwenisuinis §8vsnanisuandeanuiianelaveslduinis Food

Delivery #1u Grab ludaninaymsusinis

2. auudigiudl 2 mnuyndedio finsnanisuindeanuianelaveslduinng Food Delivery w1
Grab luwinaynsusinig

3. auudigiudl 3 Msnevaussgndn ddnsnaniauindeauiiewslaveslduinng Food Delivery
H1u Grab ludaninaynsusinis

4. auufgud 4 mslianuiulaudgndr f8nswanisvandennuRanelavesflduinig Food
Delivery #1u Grab ludsninaynsusinis

5. awudgiud 5 n1sidilenaziingndn A8niwanisuinae anufewelavesliuinig Food

Delivery #1u Grab ludaninaymsusinis.

S RIGUGIIE

nsAuAi1daszies aunnnstiusnshdwadeauianelaveslduinis Food Delivery 11 Grab Tu
Jdnaynsusns Wunsduaidassifistianzludemenmuninnisiiuing 78 Yadeiiivsn 5 Jadewiniu
Tnoanuduatuds dalilfadesudun ninadennufisnalavesiliuinis Food Delivery sy Grab 8nvanalade

Hruadasydlveiauanuzigiiunsruaidasylunsutoly Al

1%
[

1. msruaidasylunsiliiivouiunssagiiaiuayie oy Tguiey w.e. 2566 83 1o &ameau w.e. 2566
Wity nsaldunamiuly enaviliiAndadesunie Adna seainuinela veslduinis Food Delivery tnu
Grab gaulaanmnsafnwinagyinisruahdasstademudusninadeainuiianelaveldusng Food Delivery

N1 Grabiiuiyla
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& &

2. msfuai1dassluaseilmnundadendmaiiios 5 druwiuliun Avnadususssuveenisuinig
oA A v 1% 4 @ ] % v Yo Y u oA v oy oA
ANnuduTelie n1smavauedgnA1 nshiANugeiukignaAl uaznisidlawazidngnen Gudldadesuaun
Aaa a i = Y a . ' | Y a oy o Y a I
niigvsnasernuianelaveslduinis Food Delivery H1u Grab u msliuinisegaimii nsliusnisedns

oA 2 v
F9LU8e LWuUsY
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