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Abstract

The rapid expansion of the digital economy has significantly transformed consumer lifestyles and service
consumption patterns, making Food Delivery services an important part of daily life, particularly in urban
and tourism-oriented areas where consumer needs and lifestyles are highly diverse. Phuket Province
represents a highly competitive Food Delivery market in terms of pricing, promotional strategies, and
service quality. However, previous studies in Thailand have primarily focused on large metropolitan areas
and quantitative approaches, resulting in a limited understanding of consumers’ actual experiences and
decision-making processes in tourism cities.

This study aimed to examine consumers’ behavior in using Food Delivery services in Phuket Province,
analyze the marketing factors influencing consumers’ decisions, and explore consumers’ post-service
experiences. The study employed a qualitative research approach under an interpretive perspective. Data
were collected through semi-structured interviews with five Food Delivery users in Phuket Province
selected through purposive sampling. The data were analyzed using thematic analysis in order to identify
key patterns related to consumer behavior and service experiences.The findings revealed that convenience,
delivery speed, and flexibility in daily life were the primary reasons consumers chose to use Food
Delivery services. Consumers did not evaluate services solely on price; they also considered the overall
service experience. Service quality factors, including order accuracy, food quality after delivery, and the
ability to track delivery status, significantly affected customer satisfaction and repeated usage. At the same
time, promotions and discounts played an important role in stimulating short-term purchasing decisions,
but were insufficient to create long-term platform loyalty when service quality failed to meet customer
expectations. The findings also reflected the unique characteristics of Phuket Province as a tourism city,
where consumer expectations and behaviors are more diverse than those in general urban areas.
Differences in priorities regarding delivery speed, pricing, and service quality influenced consumers’
decision-making processes. Therefore, Food Delivery businesses should place greater emphasis on
improving service quality and creating customer-centred digital experiences rather than relying solely on
price competition in the digital economy.

Keywords: Food Delivery, Consumer Behavior, Marketing Mix, Consumer Decision-Making, Phuket
Province
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