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An Analysis of Factors Affecting Intention to Use Grab Services in

Chiang Mai Province
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ABSTRACT

The purposes of this research were 1) to study demographic factors and usage behavior
of Grab users in Chiang Mai, and 2) to study factors that are components of service quality that
affect the Intend to use Grab in Chiang Mai. User’s profile and latest data on usage behavior,
the opinions of Service Quality in user scales that have referred to service quality framework
or SERVQUAL, and the intentions to use Grab services scale were applied to 351 users who
used to Grabs services in Chiang Mai province. Statistical techniques, applied to analyze data,
were frequency, percentages, mean, standard deviation, and Structural Equation Model. This
research shows the results on the study that the respondents were female, aged between 15
— 24 years old, with a bachelor’s degree. Most of them were student with the average monthly
income under 10,000 Baht. The objective of using Grab Taxi to go to department stores
because of choosing the service is convenience. Most of the respondents used Grab Taxi
application on Saturday from 6 - 8pm., with the average spending per time was to 120.32 Baht.
For result of study reveals that overall, quality services were rated as high level, with the
intention of returning to use Grab Taxi in the future. For the factors that were components of
service quality that influenced the intention of using Grab services in Chiang Mai Province, it
was statistically significant at 0.05, it was found that every aspect affects the intention of using
Grab services in Chiang Mai.

Keywords: Services Quality (SERVQUAL), Intention to use, Grab, E-hailing, Public
Transport
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