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Abstract

This research aims to study the expectation and satisfaction of customers towards
food delivery service by online channel in bangkok. This is quantitative research, using the
population samples, which are thai customers who use to order food delivery service by
Online Channel. The sample is divided into 400 informants by using the purposive sampling
with the snowball sampling, the data collection collected by the questionnaire and the data
analyses result is from Descriptive Statistic and Priority Needs Index (PNI)

The results are;

1. The majority of customers are female and aging between 21 - 30 years old. Most
are students who study in bachelor degree and incomes less than 15,000 bahts

2. The expectation level of thai tourists towards food delivery service by online
channel, it found that overall are high level. When considering each aspect as price, place,
efficiency of application, product, replacement on error, responsiveness and promotion
factor respectively.

3. The satisfaction level of thai tourists towards food delivery service by online
channel, it found that overall are high level. When considering each aspect as product,
responsiveness, promotion, price, efficiency of application, place and replacement on error
respectively.

3. The Priority needs index of thai tourists towards food delivery service by online
channel, it found that the first four rank of Priority needs index are replacement on error,

price, place and efficiency of application respectively

Keyword : Customer, Expectation, Satisfaction, food delivery and essential needs
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nauidnswasdndudahiithnsmainanansoaunyls
NANANNTIATIEAsERUANLFBIN s Tuvesilduinisfifnenisdieisindiiediiu
Fowmsaulafluaniuiingunnumiues Suaagui drduusnite Jadedunmsmaunuidefanain
sosaunfetadasnuraananmsdndiviieg Jadediusian wazuszansamlunisldueundatdu (Ju
ddduusn wefiansauuulseldiu SERVQUAL (Parasuraman, Zeithaml wag Malhotra (2005)) 1
Leusuugsdmdunistivinisiiudesmnanidiagdiannseding ludiunuuuszilias E-RecS-QUAL
nanfenuansalunsmnamauny Welamuiawaelunsiadsdudn Faiuleddosamsom
dmaunuiloiinanuiianaislunisindeduinliegneliuszansainuaziinnnuilsnelasegndi
wagludunuuussdiy E-S-QUAL findnis Jadesiunsiivssansamueanisliuinisnuiuled
Fatuladmstiruazaniunisldig demdetiadufutemanisindmieffianudenissniy
sesasnuazadesum Unngegluvdnnquidndssaumsnsnaniifiniwaenadosiu naud
04 Ul dywuwst (2548) Aldelunefanquidinuszaunsnaisludiiu fesmanisdadmite 1
GuTsmaiwanfasieongnain dailvinanfasimaedmivgndudlemndesnsielsiinielauay
Alvufiny N33R MUEALTIUILANNALAINUAGNAINIIAIUAE Imaﬁ?{uﬁﬂw%’amﬂmmﬁqﬂﬁﬂ
Fioanns i lvigndnlauaudfigndesmsstunudesnis uasdusan Uden WWnaiadn sian
Soifuedestionidudiulszaunisnann (Marketing Mix : 4Ps) lunnsdasmonandamidy axdes

[662]



00004 1

Mg ININITUNTUNAIINITYSEAUYIAYOIINANWIN IUNY Y manTUaY snumans AT 2
Uil 19 1n37P31 2562
U AU YEAIANTUATAIRUAITNT UNTING B TIVINAIUGIUN

fnsimunsienlifianumngaufudnuuzvewdndus gné wagisnisdndiming Seazinlug
nsadreilsliifussfa naonsuduiifismelavesgné Tasfindnaunfanuatudududeitnn
Sudusonisiligndfnaufismeladuduazuinisieau uazainnansiinednuioanis
F1Purosnslivinng ledrafemnuduinazanudifyuesdam Adagtuanuiamimg
welulad Insdwvidledenioaundnlnu (Smartphone) naneundugunsaififionanniign vinlsinns
UsnsWugemnseeulainaudouniuluiiy Jadumundndoe auaiunsaniun1sneuaues
Taduaunisdaasunisnann Jadedusian Ussansanlunisldueundindy Jadeduyeaniens
Fadavne war Yadudunmamawnudlofianatn Sadianuddyuazdiaunsofnvifieuluiam

AUPWAZUSNTES

JDLAUDLUY

1. m99NsAnwlulTeveouLn i uNvRINgui1eE19linI19UL 019 Anwiiunsesu
a -~ Y o & A vy N 1% N = = &
pilneviseseauUsema Natlifielladeyaniamnuainvatsuayledeyaniainuunetionnyu

AnAnssuUsENA

mATeEes mumenTazanuiieelavesgndilun1sdiosuUAANeIH LTINS
ooulatl lunitufingunmumues IiduSagaisluded sailfesmevounszaniilinuiiuiouns
aazianlunismeukuudeuaammvinu uhuldlideyasudulsslonidomsidonsaiiduagtenn

yeveunmAMTNNATyYIuRlishemdslunsihuuuideuazsueamazmn Lile
Tuindounuitedsilifuluedenuiuasaioduldognemni

anvheiveveunn unine1desssgaiugiium augernsdaivnirmsiamslausuas
g3fafifin AngineInsfilay nasnauiiouluaivdvavinu Alknrsaduayu tewide nnsld
AUsnY waznanauliauzvinidelsvinideaudisogans

LONE1591994

UglA Syuun. (2548, 9190lu nssainns Tesnsal (2557)). Haspdrulszaunisnaafidinane
woAnssunsidananiugauAnuionyu vesinAnulungunwauazumma*. Fufuiile 4
§U21AN 25614 21N http://ir.swu.ac.th/xmlui/bitstream/handle/123456789/4517/
Porntip_V.pdf?sequence=1

waud (Mullinss). (1985, 819fislu Nausna AEMSAANF, (2552)). AruRawalauaswgAnssuns
Uslnavasgndniiiianuduwusiuuunldunisléuinisiiu Sorbet & Sherbet Tnatdu wwas.
dududle 1 SummAu 2561, 910 : http:/thesis.swu.acth/ swuthesis/Man/ Pimanmas_L.pdf

Kotler. (1997, 8n9didlu galan msadng. (2559)). Jeduiitiansnasenisinduladesudiosulatiniy
Jaannenananatswigivgaiannseiing (E-Marketplace).
dududle 1 SunAu 2561, 910 httpy//www.ethesisarchive.library.tu.ac.th/thesis/ 2016/TU_
2016 5802030758 5243 3966.pdf

[663]



00004 ¢

Mg ININITUNTUNAIINITYSEAUYIAYOIINANWIN IUNY Y manTUaY snumans AT 2
Juil 19 unsIAN 2562
U AU YEAIANTUATAIRUAITNT UNTING B TIVINAIUGIUN

Parasuraman, Ziethaml and Berry. (2005, 9198islu @dian n5a3ns. (2559)). Yasefisians wasa
nsindulededudeaulaiinudamienainnarawndivdsidnnseiing (E-Marketplace).
duduiile 1 Suieay 2561, 31N http://www.ethesisarchive.library.tu. ac.th/thesis/
2016/TU 2016 5802030758 5243 3966.pdf

[664]



