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Abstract

This study aimed to study the influence of service quality on satisfaction in using GrabTaxi of
generation X consumers in Bangkok. Data were collected by using questionnaire, and then analyzed by
using multiple regression analysis. The findings showed customers were mainly in the age of 36-45 years
old, worked as company employees, married, and income were in the range of 20,000-60,000 baht. These
customers perceived high level of service quality in GrabTaxi, as well as their satisfaction on the service.
The findings from hypothesis testing showed that the reliability of service quality had the highest influential
impact on the satisfaction. Yet, the responsiveness of service quality was the least and was statistically
insignificant; implying that customer’s satisfaction on GrabTaxi did not depend on the responsiveness
toward customers. Even though GrabTaxi’s system conveniently allows customers to check on availability
of the taxi, which leads to customer satisfaction, other service process of GrabTaxi were indifferent from
other taxi in average, ie. cleanliness on the inside and outside of the car, driver’s uniform, and their manners.
Such resemblance to typical taxi caused the responsiveness on service quality of GrabTaxi not to influence
on customer’s satisfaction. Therefore, GrabTaxi should distinctively raise their service standard, such as a
clearer sign of GrabTaxi outside of the car, clean driver’s uniform, being polite via conservation and driving
manners. To make it more convenience, GrabTaxi should also have their taxies on call at their Grab’s

stations around the urban area. This would allow GrabTxi to answer any taxi-need and get more business.

Keywords: Service quality, Satisfaction, Grab Taxi, Generation X
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