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ABSTRACT

The objectives of research study were: 1) to study service quality and its impact on customer
satisfaction of food delivery through the Line Man application in Lopburi province 2) to study the relationship
model of service quality and customer satisfaction of food delivery through the Line Man application in Lopburi
province. The sample used in this study was 400 customers in Lopburi province who had used the Line Man
food delivery service. Statistics used in data analysis are Frequency Distribution, Percentage, Mean and Standard
Deviation. The results of hypothesis testing used Pearson product-moment correlation coefficient and Multiple
regression analysis.

The research results can be found out that most respondents were female, 215 people amounts to
53.7%, 31 - 40 years of age, 167 people amounts to 41.7%, graduated with bachelor’s degree, 237 people amounts
to 59.2%, worked in private companies, 150 people amounts to 37.5% and average incomes 30,001 — 40,000 Baht,
126 people amounts to 31.5%. Service quality and its impact on customer satisfaction of food delivery through
the Line Man application in Lopburi province found that the overall was high level. Customer satisfaction of
food delivery found that overall was high level.

Hypothesis testing revealed that the all service quality had positive correlation with customer
satisfaction of food delivery through the Line Man application in Lopburi province with the statistical
significance at the level of 0.01.The most significant factors influencing customer satisfaction of food delivery
through the Line Man application in Lopburi province were Responsiveness. Next ranking were Assurance,
Empathy, Tangibles. Least factor influencing was Reliability. Service quality factors can predict customer
satisfaction of food delivery through the Line Man application in Lopburi province about 76.1 percent with the

statistical significance at the level of 0.05

Keyword : Service quality, Satisfaction, Line Man
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