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ABSTRACT

This study aimed to examine roles of technologies and procedures in ordering food via
online platforms. The participants involving in this study were both males and females aged between
17-36 years old. With a total of 1,5416,537 populations living in 50 districts of Bangkok (The
Department of Provincial Administration Registration, 2017), this group of participants was chosen
because they were demographically considered as a group that has the highest average time spent
online. The researcher randomly selected 400 participants using Yamane’s method (Yamane, 1973,
p.727). Statistics tools used in the descriptive analysis include frequency, percentage, mean and
standard deviation. T-Test and One-Way ANOVA were utilized in hypothesis testing procedure. In case
differences occur, the LSD and Multiple Regression methods will be used to test the hypothesis in
the multiple comparison practice.

The findings implied that consumers ordering food via online platforms were females aged
21-24 years old, held at least Bachelor’s Degree, married, worked as private companies’ employees
and generated an income of 20,001-30,000 baht per month. The purposes of choosing to order food
online consisted of gqueueing and convenience. The participants used the service 5-6 times per
month. The period when they ordered food online was during 6:01 p.m. — 9:00 p.m. The food cost
101 - 500 baht per order. The sources of information consisted of advertisement and PR media. The
order was always influenced by themselves. Tools affecting the use of service were mobile

application, followed by website and call center, respectively. The marketing-mix factors affecting the

participants’ decision to order food online were as follows: process (X =a53), product (X = 439),
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people (X = 4.35), price (X = 4.32), physical evidence and presentation (X = 4.30), place (X = 4.28)
and promotion (X =411, respectively. In terms of service quality, responsiveness played the

biggest role (} = 4.62), followed by tangibility (E = 4.61), assurance (E = 4.59) and reliability (} =
4.58), respectively.

The tested hypothesis indicated that 1) different personal factors are playing significant roles
in the correspondents’ decision to order food online. 2) In terms of marketing-mix factors, Products,
Prices, Place, Promotions, People, Procedures and Physical evidence and presentation affected
purposes, frequency, amount of money to spend, influencers and tools. at a 0.05 significance level
3) In terms of service quality, Assurance, Tangibility, Reliability affected purposes, time, influencers

and tools. at 0.05 significance level.

Keywords: Marketing-mix factors, Service quality dimensions, Food-ordering behavior
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