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QUALITY OF SERVICE THAT AFFECTS LOYALTY IN USING GRAB FOOD
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Abstract

The objectives of this research were (1) to study service quality and loyalty in using GrabFood

delivery service in Phuket, (2) to compare loyalty based on different personal factors of users. To study



the influence of service quality on loyalty in using GrabFood delivery service in Phuket Province. 4 0 0
users of the Bank for Agriculture and Agricultural Cooperatives, Kapong Branch, Phang Nga Province,
using a questionnaire as a tool to collect data and analyze data using a statistical package. The statistics
used for hypothesis testing were T-test, ANOVA (Analysis of Variance) and Multiple Regression
Analysis. Service quality in using food delivery service GrabFood in Phuket as a whole is at a high level.
and loyalty in using the service to order food delivery GrabFood in Phuket Overall, it's at a high level. The
hypothesis testing revealed that those who ordered delivery service Grab food in Phuket with different age
and occupation had different loyalty in using Grab Food delivery service at the implied level. statistically
significant .05. The quality of service of all 5 variables were: concreteness of service, reliability, response
to assurance needs. and customer care influences loyalty in using the Grab Food delivery service in
Phuket at a statistically significant level of .05

Keywords : quality of service, loyalty
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