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ABSTRACT

This research aimed to (1) examine the impact of service quality on customer satisfaction in food
delivery services via the Grab Food application in Samut Prakan Province, and (2) investigate the relationship
between service quality and customer satisfaction among Grab Food users in the province. The sample
consisted of 400 users of the Grab Food application residing in Samut Prakan Province. The statistical analyses
employed included frequency, percentage, mean, standard deviation, Pearson correlation coefficient, and
multiple regression analysis.

The findings revealed that most respondents were female (67.2%), aged between 21-30 years
(45.3%), held a bachelor’s degree (75.5%), were employed in private companies (52.5%), and earned a
monthly income of 20,001 — 30,000 baht (35.5%). The overall impact of service quality on customer
satisfaction in food delivery services via the Grab Food application in Samut Prakan Province was at a high
level, and the overall customer satisfaction level was also high.

The results of hypothesis testing indicated that all aspects of service quality were positively correlated
with customer satisfaction at a statistically significant level (p < 0.01). Among the factors influencing
satisfaction, assurance exerted the greatest effect, followed by empathy, responsiveness, reliability, and
tangibility. Collectively, these variables accounted for 65.6% of the variance in customer satisfaction with
food delivery services via the Grab Food application in Samut Prakan Province (p < 0.05).

Keywords: Service Quality, Customer Satisfaction, Grab Food application
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