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Abstract

The objective of this research was to study the behavior of using online food delivery application
services, problems of using online food delivery app services, marketing mix factors, decision-making, and user
satisfaction. The sample consisted of 369 purposively selected users who have used online food delivery app
services. The data collection instrument used was a questionnaire. The data were analyzed using descriptive
statistics, hypothesis testing with t-test, One-way ANOVA, and a paired difference test.

The findings revealed that the majority of consumers preferred to order food through the ‘Grab’
application. They mostly ordered fried food between 10:00 AM to 12:00 PM. They chose to order food through
the application due to its convenience. The average price per order was around 201-400 baht, and the average
frequency of using the online food ordering service was 5-7 times per week. The biggest problem for consumers
in Phuket was the issue of delays caused by the restaurants, followed by delays caused by the delivery riders,
and the problem of receiving food that did not match the order or was not worth the price. The marketing mix
factors that had the most impact on consumer decision-making in using the online food ordering application
included marketing promotions, distribution, and pricing. The decision to use the online food ordering
application was driven by the reasonable prices compared to buying from the physical stores, followed by the
variety of restaurants available on the application. Additionally, ordering food through the online application
helped save on travel expenses. Customer satisfaction with the application had the most impact on choosing
to use the food ordering service through the application. The next in line was the application secureness and
user-friendliness. Consumers with different genders, ages, occupations, and monthly family incomes had
significant differences in their opinions on marketing mix factors at level of .05. Consumers with different
occupations had significant differences in their problems with using the food ordering service through the online
application, at level of .05. Therefore, developers of various food ordering applications can use the research
findings to develop applications that meet the needs of customers ordering food through online food ordering

applications.

Keywords: Online Food Ordering Application, Application Selection Behavior, Phuket Province
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