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ABSTRACT

Nowadays, calling taxi service via software application.is gradually becoming popular
and continuously increasing in -demand:. Grab Company, as-an entrepreneur handling this
enterprise, has to be interested in-the- development of work system, the application and its
personnel, especially the taxi drivers on behalf of Grab to support the business expansion and to
solve problems of passengers’complaints possibly arisen from Grab taxi calling for service. Grab
should therefore study more on users’satisfaction because the information from the service users
plays an important role_in determining the direction of business operation. Thus, the study on
Grab customers’ service ‘satisfaction in Bangkok is very important. This study objective was to
study the service users’ behaviors on using taxis and personal information relating to the
satisfaction of the marketing mix of Grab’s service users in/Bangkok. The data were collected
from the sample group who used to use taxi services.of Grab Company by-the quiestionnaire, total
400 people. The statistics.‘sed in ‘the~data “analysis.included /the fréquency distribution,
percentage, mean and Chi= square:

The study result was found.that-most of the sample group were female, in 24 — 32 years
age range, the highest education background was Bachelor's degree, performing career as private
companies’ employees / personnel and their monthly average income were in 15,001 — 20,000
Baht range. The major reason of the sample group selected to call for Grab’s taxi service was the
convenience. The majority decided to use Grab’s taxi service for themselves and accompanied by
few co-travelers. The sample group preferred to call for Grab’s taxi service on weekend and
official holidays by calling in the late afternoon or evening. The place where they were staying
when calling for service were their houses or residence. Most users knew Grab’s taxi service

through the internet. Their service usage frequency was less than twice a month with the average

III



cost 100 — 200 Baht per time. The problem the sample group found or felt was Grab’s application
was slow / difficult to be used. In the study on the personal information and satisfaction toward
the market mix was found that the sample group was generally satisfied in overall aspects of
market mix at very much level. When each aspect was considered, it was found that most
particulars gained the satisfaction in the very much level which each aspect had the highest mean
as follows: 1) On the product point of view, the particular having the highest mean was the
reliability of Grab’s taxi brand. 2) On price, the particular having the highest mean was the fare
notification before service receiving of Grab service. 3) Place of service giving / distribution
channels, the particular having the highest mean was the application could be supported by
multiple systems such as Android, JOS.ete:4) On market.promotion, the particular having the
highest mean was the service price reduction promotion,-5) On the Service giving personnel, the
particular having the highest mean was- the drivers’ uniform.-6) On servicing processes, the
particular having the highest mean-was the safety on the part of driving, such asithe speed used in
driving, drivers’ etiquette-in driving on-the road and'finally 7)-On: the physical component, the
particular having the highest mean was the cleanliness of the taxi used for service. In the study
result of the relationship between the. personal information and the satisfaction of the service
users, it was found that most users” occupations and monthly average income had relationship
with all the marketing mix. In addition, it was found that sex, age and their level of education
background were related to-the market mix in some particular.

The recommendations-from this study were as follows: the entrepréneur should develop
their application to be:more stable, uncomplicated procedural usage, including the development of
the drivers® consciousness:to have service mind and reliability to passengers, including random
checks toinspect the performance.of the'drivers regularly to_be used as information for the
training development plan for the company’s.personnel-in the next round that would result the

taxi services in more effectiveness and can better respond to the need of consumers.
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