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ABSTRACT

The purpose of this research is to study the service quality and decision-making processes of
consumers utilizing a food delivery application in Mueang District, Chumphon Province. This research was a
guantitative study. The population consisted of 400 users of food delivery applications in Mueang District,
Chumphon Province, using purposive random sampling. the data was analyzed using descriptive statistics:
averages and standard deviation, Pearson's correlation coefficient, and regression analysis. The research
results indicated that 1) the overall quality of food delivery applications services in Mueang District,
Chumphon Province, was at a high level, which was rated and ranked from highest to lowest as follows:
tangibility, building customer confidence, responding to customers, knowing and understanding customers,
and trustworthiness, respectively. 2) The overall decision-making process of consumers utilizing a food
delivery application in Mueang District, Chumphon Province, was at a high level which rated and ranked
from highest to lowest as follows: after service behavior, recognition of a problem or need, awareness of
issues or needs, deciding to utilize services, information seeking, and alternative evaluation, respectively.
3) Service quality affecting the decision-making processes of consumers utilizing a food delivery application
in Mueang District, Chumphon Province, The most important factor that affects service selection
is responding to customers, and the factors that also affect service selection are knowing and understanding
customers, building customer confidence, and tangibility, respectively significant at the .05 level.
This research is useful for food delivery entrepreneurs to develop service patterns, improve marketing
strategies to meet consumer needs, and increase the quality of service in the food delivery market more

efficiently.
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Badumsslunmeaevanyigruganmnisliuinisdmasenssuiumsdadulaldvinsueundinduianies
voUIlnAtugLnae Jminyuns

4. wuvaeunatedn §3TernisTusmdonataunnasdeiaueuugiiaduisatuaunim
msliuinnsidamasenszuaunsdadulalduinsueundinduiiandnoivesiuilanlusineidios Sminvuns
uesed Uiulfieviauelunuidondwiely
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1. Yadsnuamnisliinsueundiaduiananeivesiusiaelusuneiiosdmiaguns nanisdnwtade
Aaunmmstiuinsueundintuianaiieiveauilnaluduneiliosdminguns Insnmsmeyluszdunn
deRansaundusiediu wuin egluszduunnyndiu aenadesiu Limpongsai (2019) vimuaf nssuiuselewd
mMssudaudiedensliau wazaunmnsliuing Afdvsnasenszuiumsdadulaliuinsuisvvudieinis
soulatvesiuemslunsunmumuasuaziuuna naddenuin nqudiegradanuiuitadedunanmn
n1stiusnisegluseauunn wWulAednu Punyayuen & Wingwon (2022) @3uUseaun1an1snaInuinis AsnIn
uinsmedidnnseinduaznisvensumaluladiiinassnnuianelolunisdsemsadieduiutey wiindu
voujuslanlusuneiiosdiun dmina1ns waddenuin guilnalvienuddyyniladeseiuunn s 1

A3 1 UARIHATHENITIATIEN ARGy wazdulouuulnsgIuveInuNNMITuINsLa N duTnn&aLIeS
lugneiiies Jamdnyuns Tunms

AMNINNISTIAUINTS X S.D. AAYIHY il
1. fupnudugusssuveauinig 3.94 0.39 10 1
2. shumnundeielindald 3.87 0.42 10 4
3. AMUNTNDUAUDIRBANAT 3.90 0.41 1N 3
4. JUN1INBUANBIDGNA 3.91 0.40 1N 2
5. guns3Inuasidilagndn 3.90 0.41 1N 3
33U 3.90 0.35 41N

91999 1 wudwadnsnsiiagedt aeds wardrudssuuinasgiuvesnmnmnisliuiang
ueUnaladufaindiieslusuneides dmingams lnsamsiuuazseduegluszduann (X = 3.90) Fesdrduan
wnlumdios fafl druaudugUsssmasuing dunislianudedudogndn drunisneuaussiognén
wazsnumssinuazidilagnd wassuaadeielindals mude

2. nsyvumsindulalivinisueundinduiiaideivesiuslanlusuneifiosdminguns nanisdnu
nszvumsandulalivinmsueundieduilananeivesuslaalusuneiios Smiagams lnsnmsimeglussiuunn
eRansundusiediu nuin egluszduannnndiu aenadesiu Lowantha (2021) nsdadulalduinig
Food Delivery vaaustan ludwindedlud naddenuin lneamswszdunsdndulasgluseauiiudiouin
dlefansananmsiadulaldusnis Food Delivery lupfealusiodiu wuinarldsnuduoy donndasiu
Nupteotrong (2021) Jadedauszaunisnisaatadidnasonisdaaulalduinsdsemsuuundines Tudmin
guns waddenudn Inguszasanantunslduimamszliinaniismelunisaniiuns wwkeiiu Nuanchawee
& Avakiat (2023) Anw13dei30s nisdndulaidonlumaluladueundinduyandiie’ Tuwanganmamuasuay
Ussiuma uaidenudn dnvairUszunsiunndsiinszuiumsdaduladenivmeluladueundinduyaindineslum
nsaMnIUAsILArUSIAmATILAN Y LLawWQWﬂSSNﬁquﬂﬂa‘wLLG]ﬂm’]ﬂuﬂ’]imfﬂﬂ‘lﬂ%Laaﬂi%LVIﬂIuIaEJLL@UWﬁLﬂ“Uu
yninaneslunnsavmuruasuazUiuamaiuanssfiuegdidodAgmeaia dwmnsed 2
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A5 2 UANIHAANSNITIATIEY Aede wavddenuuasgIvveInseuumsindulaldusnisueundiadu
Hamdneivesjuslnaludinailes Jwminyuns Tlunmsu

nszuIuMsAnaula X S.D. AURUY A19UN
1. guNInTentndely nnieaNseenIs 3.95 0.38 170 2
2. G’humimmm’gqm‘ﬁaga 3.90 0.40 11N 4
3. gunsuszidiuniaaen 3.90 0.41 110 4
4. snunsiedulalgusnig 3.94 0.39 1A 3
5. AuUNgANIIUMEINITIIUINS 3.99 3.80 170 1
593 3.94 0.34 1N

9NIINT 2 WUt wadnEMTIATIE Anade wardrudsauuinesguwesnsrurumsindulalduinig
weuwdinduiananeivesiuilaalusunoiies Smiagums lnonmsauuassedueglusesuinn (X = 3.94)
Sasdwumnnnlumites i dungRnssuvdensldusng sunisasevindlamvserudonis sunis
Andulaldusnis sumsanziawndeoya wassnun1suseliuniadon anudey

3. gl msdwarenszuiumsinaulalivimsueUndeduiinndnesvesiuslanlusunedios
Fdomums wansfnwinmaiwnsliuinsidawanenszuiunisdadulalduinisueundiadufaadiied
vosjuilnaludineiesiminguns wuit aunnnishivinisdamasienszusunsdndulalduinisueundinduiin
wdneivesuilnaluduneiiios Sminguns aenndostu Toomphol et al. (2023) Aaunwnsliuinnsiidea
sonsidentduinisuignuay ndimsa Tusnodier Sminaynsusinig nan33denudn Jadesunanimnis
Wiusnsdnasiensdnduladenlduinisvesgnan usun ula Wondnsa luduaedes Jwminaynssinis
aglusziunniian lnesunnudugusssurainislivinsegluszduinniian esingnddesmsanudaiay
YDIUTNITHI9 Lﬁaﬁﬁayjaméwﬁ?ﬂmﬂ%uLﬁEJUﬁuu’%mwm@uﬂadauéfm%uhLﬁafﬂfﬁ‘u%mi 5998911 AD ATUNIT
Tenudesiuuigniegluseiuun sunisnevausssiegndn uazsnuawudede sudiu uazaonadesiu
Wannasiri & Nimchit (2023) n133tAs1gApA LAz LN anelaves Usenaun1siuemsiunisidenld
f{awndneunanosululvansannamiuasuazUiuama nan1sidenudn fuszneunisiuemsdiulng
Tanudnyfuaunimmsliuinmssumiuiususssmesnsuins funismevaussiognd sumnutdete
Tumslituins sumsaiuanuiulaliungliving uasdumnmeilald iesnaunmnisuinisiidususssu
wandifianuddregniuardmadenmadonliuinisdadsomavessznounsld Tagldnsinmedanns
0000y (Regression Analysis) #7835 Enter tlewAanuduiusseninedauUsau (Dependent variable) unusae
Y uaeduUsndanils Boninsuysdasevesuusdu (Independent Variable) wnude X fin131di 3
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AN9199 3 LARINANITIATIZINITANABY (Regression Analysis) UaInszulunIsanaulalduinisuinisuounaindu
Hawdnesvewusiaalugneaiies Jwiaguns (V) Wuduwdsdasznnau luams

Ay Unstandardized

dlun1masou standardized Coefficients t Sig
Coefficients Beta

(AuAINNSTHUINIS) B | Std. Error
7.46 .00%
(Constant) 0.55 0.07 3.14 .00*
supduusssuresuinig 0.10 0.08 0.03 4.05 .00*
shumdetiolindals 0.14 0.11 0.03 1156 | .00*
ATUNINBUAUBIRDGNA 0.37 0.31 0.03 6.52 .00%
shumslvirdesiusiagndn 0.21 0.18 0.03 725 | 000*
Aun1s3Inuazitlagnan 0.23 0.19 0.03 7.46 .00*

fuusny fs nszuruntsdndulelivinisueundiaduiianaiaes

R = .92, R? = .85, Adj-R? = .85, SE = .13, F = 456.85, Sig of F = .00**, P < .05*

11M13797 3 HaNTIATIEENISRneEveInszuIuMsARauleldus Msue AT uTlaInALI03 ves
Auslaalusunofieadwminguns (v) dufaudsdaszyndu lunimsin wud duanudugusssuveaunis (<)
suanudediolnslald () sunisouaussiegnn (X)) Funisliarandetusiegnd (X)) wazdunisiin
uazidlagndn (xs) damasionszusunsdnaulalduinmsueundinduiiananeivesiuilanlusineiios fmin
s sannsoadaduaunmssndaemansls fil

Y = 0.55 + 0.08(X1) + 0.111(X2) + 0.306(X3) + 0.181(Xa) + 0.187(Xs)

amnsaazulidn aunmnnsliuinsdemadenszuiunisdndulaldvinisueundinduiandiies
vosffuslnalusneiiies Sandnyums Tunwsau Ao sunismevaussiognd Wuiadeiiinadenindenliuins
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fruanuideiielindals (B=0.14) wagduaulugusssuvesuinis (B=0.10) muadu egradituddgniseada
fisydu 05 wazauamnslidnsueundinduiiananeivesuilnalusneies Smingums Tunimsiu A Adj-
R? fild§u winiu 0.85 wie Seway 85 uanvinaunstdulianuiidedeldlunismensainssuiunisdnaule
THusmsuoundinduiiananedvesiuslalusineiies Samdaguns wihiy Sevay 85 dwudn Jevay 13 fsllaanu
AanlAdeusd 4eenaddadeduiidnansenudenszuiunszuiunsandulalduinsueundinduiiaindiies
vosjuilnaluguneies Jminyuns

d3UNan1539Y

wansAnwImUI Aaammsliuing Muenadugusssumesuinis suanudedielinslale sunis
povaussioand smumslvirudesiusiegndn uazsumsiinuazitilagnén desasionszuaunisadulalivins
waUiAnduiandneivesduilaalusunados fwiayums dulumuaunfguideld a ssiuloddymeada
756U 05 Gaanisvaaey Ui
1. fogansisoifetugunmnsliuinisueundiatuijmndneslusineios Smingums fnou
wwvgsvaiiuAniulasnwsmeglussduan Tasdsmadnssiuriadoonunalumiies dsil fuanmundu
5U533183UT N5 sesaadunsiianudesiusiegndn ddiudaunsiunismevaussiegnAuaziiunsian
wazidlagndn uagsnuifisiedetiesfignfosnurudedelndald amudrdu
2. foyamaitoiferiunsruaunsdadulalduinmsueunainduilandieivesiuilnalusineies
Fmdamams frevuvuasuamiimudaiulasmmsiueglusysuunn laeiSosmadnddduanadsanunlumilen



i
I
I\
i

MIATUYEAERSUALEANAIENS unavedeuaTiuy ; TN 14 aUuil 2 nqunau - Ganau 2567
108 Journal of Humanities and Social Sciences Nakhon Phanom University ; Vol.14 No.2 May - August 2024 W

il FrumgRnssundnisliuins sesandumsnsznindsilamvdonnudesns srdudaudunsiagulald
USmsuazuiifiaadelesiigaresunsanzumandeyauassnunsUsaifiumadon sudiy

3. doyamsideiiefiugunmnslivimsdmasionssuumsdndulalivinsueundnduiiaindiies
vasffuilnaluduneiiios Smiauns lunwsan wudi sunsnevaussiegndn 1udladefifinadenisidenld
U3Msunnilan sesaan fe sumsiinuazidlagni snunslianudesiudegndn suandedelindald uas
sumudusUsssuvesuinig muddu egnsiilddyvneadaniseiu 05

UseloniitldFuannnisise

uvsslevilumstamsUuiuuesuinig nmsufuuganagnsmensaatnfimenzauiunudenis
vosfjuilaelugineiilos Sminguws ianisenszduquammsliuinmslunaaudnsiiandnedfnivssdnsam
1nBetu ilenouaussamioisvesiuilnauazateilslmfnniudmiugsialusveren

POLEUDMULINBNNSIVY

Forausuuziiotman1siseluly

1. dmfugsianaresdnsfidiiufanaifendestugsiarudemsseuladluiiuisunedies Smingums
mslirnuddnluesmsudimemeiniouuiignim ovies ieadraunnsgiuvesuinis Wunwdnualia
WHusufuusnveanisuinig vagiefusesdinisimuasan suuuuReulvnsliuinisiidaeu fnseusumiinau
Flrusnsgsiatiandneidstedinnuddylumnevaussiuidsdornguilaeiisni dmmunusones
Snafudiernugnioauaus wagninaudliuinisgsiaiandineideneilalddenisliuinagnéluusiasse
agaiien ilesnseiuaunwnsTiI NS TSz avEnw

2. {lsmsusundteduiiananesansathdeyanszuiunisinaulalduinisvesuslaaluuiulse
uinslifaenndesiulafialadludagiuvesiiuilan nsfivesisnsdumdeyauinsvesueundiatuijanaes
Mndudmninuesviontdnauliuinnsfiamisadiidleing wszguilanvziuisufisuguuuunisldau
woundlatuifandined ivuzandsunuansulduiniseyiaue uanaNiAIYaAfBNIE LTI T
yoaUINshedsiddyesnsBaensruiumsinauladentdusmadsemsseulatvestusinaluiiud

3. wansitelundsilldesuneiisnuninnisliuinisdmadenszuiunisdadulalduinisueundindu
foindnedvesuilaalusinaiiios Smiayuns fufu dwiudliuinisssiavudsemsesulalufuiiaasl
mmmﬂmmaﬂmmwmﬂmimwaqLLanaLmju'ﬁmmana'ﬁmuamwn iierhluusudunagndnisutedumsgsia
waz MRl e amiin gy

Forauauuziilan1siseadely

1. avsinudadediuiug wu JasemeTausssy uwasdademedany 1’7|'a'amaﬁiammﬁmmiﬁumﬁﬁim
fudsuutadulugadaguliundeiu iefauruinsuuunanrlesuifuszansam unisenseduamnin
msbiudnsesssiadiainaned

2. msfnwunanrlesuneundiaduilaindnes vesinianieg luuszmealne iensiwiedadeiidma
m'amitﬁaﬂiﬁfj’LLWﬁmW@%ﬁLumﬁﬂ’iN%u LﬁaiﬁmwﬁqmmmﬁasiLﬁawé’qmiéawaﬁ?ﬂé’ﬁ?jﬁu

3, ﬂaﬁﬂﬂ‘mﬁuauaﬂawmumﬂamaamuﬂmmJﬂﬁumumﬁmauhiﬂmsmﬁsuammmﬂma6'] Iuﬂiumﬂ"l,m

LW@VI?"IUQQWJ’]&IG]@QW]SWLL[ﬂﬂ(ﬂ'Nﬂu ey mmamsmamﬂmumﬂaaﬁnﬁmqmﬁmmmmmmvamummﬂuuﬂ

Yadinn15Id
Hieannnuideiliivdeyaduilaafinelduinisueundinduiiamdnesiuiiuiisineles Yminguns
ililddeyasinnguiegeiiendeegvidluiiuiiuazusniiuilndifesiu JuwiliufivsdianudAndiultiunnsiaiu

Y
a

sty dmsuduslaalunmsauszduginiavseluszaudseme enafinnufaiusenmuninnisiiuinisdanasie

Y
o

N5EUIUNSANFULALTUS NS UNALATUTALARLI DS NILANAI9AINASAN YT

Y



i
i) Msansuyvemansuasdinumans amingidouaswus ; U9 14 atufl 2 nquaiau - fugneu 2567
‘\%ﬁ Journal of Humanities and Social Sciences Nakhon Phanom University ; Vol.14 No.2 May - August 2024 109

References

Arsakit, A., Bunrueang, S., Kaewplaingam, P., Padkerd, W. & Patharapak, T. (2023). (2023). The Marketing
Mix and Service Quality that Affect the Decision to Using Food Ordering Services Via the Application
of the Baby Boomer Generation in Bangkok. Rajapark Journal, 17(5),588-599.

Choungchunsong, C. & Thammaapipon, S. (2021). Households food waste situation and management from
ban-nam-yuen community, chumphon, during covid-19 outbreak 4. Retrieved December 2023, from
http://www.mis.ms.su.ac.th/MISMS01/PDF01/2378 20220822 KChamaipornAsstProfDrSawanya CM
SD_2022.pdf

Cochran, W. G. (1953). Sampling Techniques. New York : John Wiley & Sons.

Cronin, J. J. & Taylor, A. J. (1992). Measuring Service Quality: A Reexamination and Extension. Journal of
Marketing, 56(3),55-68. https://doi.org/10.2307/1252296

Kotler, P. and Keller, K. (2016). Marketing Management. (15" ed). New Jersey : Pearson Education

Lertwatthanapornchai, P., Tanyong, P. & Sinthusakun, (2022). Factors Influencing the Decision to use Food
Delivery Service Through Electronic Media in Nakhon Pathom Province. Journal of Multidisciplinary
in Humanities and Social Science, 6(1),141-156.

Likert, R. (1967). The Method of Constructing and Attitude Scale in Attitude Theory and Measurement.
New York : Wiley & Son.

Limpongsai, K. (2019). Attitude, Perceived Usefulness, Perceive Ease of Use, and Service Quality that
Influenced the Decision of Restaurants in Bangkok and Its Vicinity to Use Online Services of Food
Delivery Companies. Retrieved December 2023, from http://dspace.bu.ac.th/jspui/handle/1234
56789/4835

Lowantha, P. (2021). The Consumer Decision Making on Food Delivery Service in Chiang Mai. Independent
Study. Business Administration. Maejo University. Retrieved December 2023, from http://ir.mju.ac.th
/dspace/handle/123456789/758

MGR Online. (2022). Explore food delivery players. Retrieved December 2023, from https://mgronline.com/
daily/detail/9650000119249

MGR Online. (2024). Food Delivery is a hot battle. Robinhood is weak and will lose. Retrieved June 2024,
from https://mgronline.com/daily/detail/9670000055321

Nuanchawee, N. & Avakiat, S. (2023). The Decision to Use Food Delivery Application Technology in Bangkok
and Its Vicinity. Journal of Management and Local Innovation, 5(3),57-72.

Nupteotrong, K. (2021). Factors Affecting Consumers Making Decision of Food Delivery Service in Surin
Province. Santapol College Academic Journal, 7(2),104-113.

Parasuraman, A., Zeithaml, V. A. & Berry, L. L. (1985). A conceptual model of service quality and
itsimplications for future research. Journal of marketing, 49,41-50.

Parasuraman, V. A., Zeithaml, V. A. & Berry, L. L. (1988). SERVQUAL: A Multiple — Item Scale for Measuring
Customer Perceptions of Service Quality. Journal of Retailing, 64(1),12-40.

Prachachat. (2020). Grab Food grows beyond record in the first 4 months of 2019, exceeding 4 million
orders, breaking the record of 2018. Retrieved December 2023, from https://www.prachachat.net
/breaking-news /news-321091

Punyayuen, J. & Wingwon, B. (2022). Effect of Service Marketing Mix, Electronic Service Quality, Technology
Acceptance toward Satisfaction in Ordering Food Delivery through the Application of Consumer in
Lampang Province. RMUTL Journal of Business Administration and Liberal Arts, 10(2),65-82.


https://www.facebook.com/profile.php?id=100005000973376
http://www.mis.ms.su.ac.th/MISMS01/PDF01/2378_20220822_
https://doi.org/10.2307/1252296
http://dspace.bu.ac.th/jspui/handle/1234%2056789/4835
http://dspace.bu.ac.th/jspui/handle/1234%2056789/4835
https://r.search.yahoo.com/_ylt=AwrKAucJJE5mc7cO2y6bSwx.;_ylu=Y29sbwNzZzMEcG9zAzIEdnRpZAMEc2VjA3Ny/RV=2/RE=1716425865/RO=10/RU=https%3a%2f%2fwww.mju.ac.th%2fth/RK=2/RS=AYE3Hb6gztcvlUS1Lk5JYxdJX24-
https://mgronline.com/daily/detail/9670000055321

MIATUYWEAERSUALEANAIENS unIvedeunTiuy ; UN 14 aTuil 2 wguwnaw - Benau 2567 |\
110 Journal of Humanities and Social Sciences Nakhon Phanom University ; Vol.14 No.2 May - August 2024 R

Sombultawaee, K. (2018). Service quality factors affecting repurchasing decision in food product via service
provider “food panda application”. Modern Management Journal, 16(1),153-162.

Sriphaiboon, R., Charoenwiriyakul, C. & Dumrongkulsombat, W. (2021). Service Quality and Satisfaction of
Delivery of Kerry Express (Thailand) Company Limited. The Journal of Development Administration
Research, 11(4),674-681

Thairath Money. (2024). The food delivery market is shrinking. Retrieved February 2024, from https://www.
thairath.co.th/money/business_marketing/marketing/2760243

Toomphol, A., Sawangkan, N., Tochit, C. & Chaiyakam, A. (2023). Service Quality That Affected the Customers
for Choosing Flash Express Service in Muang District, Samut Prakan Province. Journal of Humanities
and Social Sciences, Rajapruk University, 9(1),403-412.

Vanichbuncha, K. (2018). Using SPSS for Windows for data analysis. Bangkok : Chula Book.

Wannasiri, P. & Nimchit, S. (2023). Service Quality and Satisfaction Analysis of Food Delivery Service
Platforms among Restaurant Operators Located in Bangkok and its Vicinity. NEU Academic and
research journal, 13(4),188-204.



