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Abstract

This research study aims to examine satisfaction level of customers in ride-app
hailing services in the upper northern region by comparing income level of consumers.
A total of 385 valid samples were collected. Accidental sampling method was used to
collect data via online questionnaires. The t-test was employed to identify differences
between two income groups.

The results showed that the income groups demonstrate different satisfaction in
the sub-factors of rate price distance, and car quality. In addition, the income groups
exhibit different satisfaction levels in the sub-factors of first-time users discount and
incentive for patronage. Furthermore, the drivers’ politeness, clean attire, price route
picking, car condition, following local traffic regulation, and fare notification prior to

service were also found at a significance level of 0.05.
Keywords: Satisfaction, Marketing Mix, Service, Ride-Hailing Services, Application
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Independent Variables Dependent Variables
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ride-hailing services through Product Satisfaction Level
the application in the upper Price Satisfaction Level

northern region. Place Satisfaction Level
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- Income over 9,000 baht

Promotion Satisfaction Level
People Satisfaction Level

Process Satisfaction Level

N kR LN -

Physical Evidence Satisfaction

Figure 1: Research Framework
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Table 1: Range and Satisfaction Level Interpretation

Range Satisfaction Levels
4.21 - 5.00 Very Satisfied
3.41-4.20 Satisfied
2.61-3.40 Neutral
1.81 - 2.60 Unsatisfied
1.00 - 1.80 Very Unsatisfied




13SUNIINGBENIENW U7 33 UV 2 (n3n9)1A3 — 514IAL 2566)
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Table 2: Mean and Standard Deviation of the Satisfaction Level of Customers in

Ride-Hailing Services through the Application in the Upper Northern Region

Marketing Mix (7Ps) N Mean Standard Interpretation
(385 Customers *Questions) Deviation
1. Product 3,465 4.28 0.68 Very Satisfied
2. Price 1,540 4.13 0.75 Satisfied
3. Place 770 4.23 0.70 Very Satisfied
4. Promotion 1,925 4.30 0.69 Very Satisfied
5. People 2,310 a.17 0.73 Satisfied
6. Process 1,925 4.14 0.73 Satisfied
7. Physical Evidence 1,540 4.18 0.71 Satisfied

310 Table 2 WU seAuAUanelavesy uslaasanisldusn1seunIvug sy
woUNALATYU T5zavu “Aanunsnalanin (Very Satisfied)” Tutladua1unansiug ¥oin1g
N139ATIMUNe wazn1sduasunIsnatn drutaseiuwde tawn Jesediusian wineu
AszUILNSIardnwasBimenmiiaufiianelafiszdu “fanele (Satisfied)”

dviunanisnagevanuAzusEAuALianelavesusinadonslriuI MUY

1%
)=

FULaUNA ATl LR ATaRDUUY kandlu Table 3 Aadl

Table 3: Hypothesis Testing of the Consumer Satisfaction on Using the Ride-Hailing
Application in the Upper Northern Region base on the Marketing Mix (7Ps)

Marketine Mix (7Ps) F Si t df Si Mean Rej or
arketing Vi > 'S S Difference | Acc Hq
1. Product
Reputation of the service
, o 090 | 034 | -0.16 | 383.00 | 0.88 -0.01 Acc
provider of applications
Punctuality of car waiting time
. 0.00 | 097 1.85 | 383.00 | 0.07 0.12 Acc
calculation
The waiting time of the car
0.19 | 0.66 0.16 | 383.00 | 0.87 0.01 Acc

arriving at the meeting point
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. . . . Mean Rej or
Marketing Mix (7Ps) F Sig t df Sig )
Difference | Acc Hq
The application is stable. 0.03 0.87 0.15 | 383.00 | 0.88 0.01 Acc
The application is easy to use. 0.14 0.70 1.94 | 383.00 | 0.05 0.14 Acc
Modern ride-hailing
o 0.01 0.91 0.31 | 383.00 | 0.75 0.02 Acc
applications
Variety of car types 0.07 0.80 1.14 | 383.00 | 0.26 0.08 Acc
Number of car seats 1.23 0.27 222 | 383.00 | 0.03 0.16 Acc
There is an alcohol to
o 0.07 0.79 0.31 | 383.00 | 0.75 0.02 Acc
disinfect.
2. Price
The service fee is appropriate )
. 17.74 | 0.00* | 2.19 | 383.00 | 0.03 0.17 Rej
for the distance.
The service fee is appropriate
) . 2.68 0.10 2.73 | 383.00 | 0.01 0.21 Acc
for the service provided.
The price is suitable for
] 2.83 | 0.09* | -0.39 | 383.00 | 0.70 -0.03 Rej
the quality of the car.
3. Place
The applications can be used .
) _ 12.12 | 0.00* | 0.56 | 383.00 | 0.57 0.04 Rej
through various devices.
Ride-hailing service is available
276 0.10 4.06 | 383.00 | 0.00 0.29 Acc
24 hours per day.
Payment can be taken through
0.00 0.99 0.73 | 383.00 | 0.47 0.05 Acc
several platforms.
4. Promotion
There is a discount promotion
) 6.59 | 0.01* | -1.54 | 383.00 | 0.12 -0.10 Rej
for first-time users.
There is a discount promotion
for members of 0.07 0.79 221 | 383.00 | 0.03 0.16 Acc
the application.
Awards are given to customers
) 8.75 | 0.00* | -0.75 | 383.00 | 0.46 -0.05 Rej
for repurchasing.
Awards are given to customers
when they recommend new 0.69 0.41 0.78 | 383.00 | 0.44 0.06 Acc
friends to use the service.
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. . . . Mean Rej or
Marketing Mix (7Ps) F Sig t df S8 | Diference Acc H
cc Ho

The ride-hailing company

1.00 0.32 0.90 | 383.00 | 0.37 0.06 Acc
provides public relations.
5. People
The driver service with
) 14.57 | 0.00* | 0.06 | 383.00 | 0.95 0.00 Rej
politeness.
The driver dress is neat. 8.37 | 0.00* 3.06 | 383.00 | 0.00 0.22 Rej
The driver has ability on
) 6.81 | 0.01* | 0.74 | 383.00 | 0.46 0.06 Rej
the service routes.
The driver looks trustworthy. 0.10 0.75 1.78 | 383.00 | 0.08 0.13 Acc
The driver can speak foreign
0.72 0.40 1.39 | 383.00 | 0.16 0.11 Acc
languages.
The driver strictly obeys traffic )
4.08 | 0.04* 1.69 | 383.00 | 0.09 0.12 Rej

rules.

6. Physical Evidence

The car is clean. 757 | 0.01* 091 | 383.00 | 0.36 0.07 Rej

The physical appearance of

0.35 0.56 1.92 | 383.00 | 0.06 0.14 Acc
the car looks new.
The car inside looks new. 0.34 0.56 1.82 | 383.00 | 0.07 0.14 Acc
The car smells good (no musty

0.18 0.67 1.57 383.00 | 0.12 0.12 Acc

smell, no cigarette smell).

7. Process

The notification on accurate
fare price received before 0.16 0.69 1.88 | 383.00 | 0.06 0.14 Acc

taking the service.

On time service for

. ) 0.16 0.69 1.86 | 383.00 | 0.06 0.14 Acc
the meeting point.
Drivers quickly reply message
L Y Iepy s 6.56 | 0.01* | 4.05 | 383.00 | 0.00 0.29 Rej
to passengers.
There is a clear guideline on
. . 0.91 0.34 0.81 | 383.00 | 0.42 0.06 Acc
using the service.
The nearest route is found
0.14 | 0.70 1.92 | 383.00 | 0.06 0.13 Acc

through the application.

*0.05 Significant Level
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