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Abstract

Currently, travel has become an essential part of people's daily lives due to the fast-paced
lifestyle and traffic congestion in major urban areas, such as Bangkok. This has led to the significant
role of ride-hailing applications in addressing the travel behavior of modern society by offering
convenient, fast, and customizable transportation options. Therefore, studying the service quality
of ride-hailing applications is crucial for improving service quality and exploring business
opportunities. This research aims to investigate the factors of service quality that affect the use of
the Bolt ride-hailing mobile application among consumers in Bangkok, categorized by personal
factors and service quality factors of the application. The study adopts a quantitative approach
using a survey, with a sample size of 500 people who have used the Bolt mobile application within

the past six months and reside, work, or study in the Bangkok area.

The results show that the overall service quality of the Bolt mobile application in Bangkok
is rated at a high level (X = 3.89, S.D. = 0.37) and the overall customer satisfaction with the Bolt
ride-hailing service in Bangkok is also rated high (X = 3.96, S.D. = 0.60). The study found that
personal factors, such as age, marital status, occupation, and monthly income, have an impact on
the level of satisfaction with the Bolt application. In contrast, gender and education level do not
significantly affect the satisfaction level. Furthermore, the study identified that the service quality
factors influencing the use of the Bolt ride-hailing service among consumers in Bangkok are in the
same direction for 43.5%. The service quality factor that best explains customer satisfaction is
empathy, with a coefficient of 0.325 (t = 8.198, p < 0.001). This is followed by assurance with a
coefficient of 0.220 (t = 5.084, p < 0.001), tangibility with a coefficient of 0.142 (t = 3.641, p <
0.001), and responsiveness with a coefficient of 0.134 (t = 3.251, p = 0.001). However, the reliability
factor in service provision did not explain the variance in customer satisfaction with the use of the

Bolt ride-hailing service in Bangkok.
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< 0.332 0.041 0.325 8.198 |<0.001**| 0.728 1.373
1ula
Y = 0.367 + 0.162(X;) + 0.140(X,) + 0.074(X5) + 0.220(X4) + 0.332(Xs) + 0.454
R? = 0.435, Adjusted R? = 0.429, F = 76.105, Sig < 0.001

1NA519 1haneAuUsiY Jadeauagmannisuinis eSuiganuiuulsvesndy
fanalalunisldusnisisensalaeansengluuiswaunawndu Bolt ba AntduSeuas 43.5 (Adjusted R? =

0.429) NIzAULBEIRYNINETH 0.05



deRansanaduUszansannos uansfedninansviiunedadenunimnisuinisiunm
wenelalunislduinissensalagansiiuluuigwaUndiadu Bolt Y0 UTIAAlUIANTLNNINIUAT
wui fudsiuiadeamnimnisuinisiiesuisanufiswslanndignie dummuiiueniivla e
Wity 0.325 (t = 8.198, p <0.001) S84A%IN B Fumsasanusiulalruagliuing SAwwiniu 0.220
(t = 5.084, p <0.001) AMuAMLTUFUsIIUVDINITUINIS TAWTU 0.182 (t = 3.641, p <0.001) kATAU
ANINBUANDIRBAUADINITANTUSANT TAUNIAU 0.134 (t = 3.251, p = 0.001) MUAIAU ALIUAILUS
Ay shumnudeiislunisliuinng lianunsaesureanuuususiunnuitawelalunislduinsiBense

v v o w

Tngansriuluuiekeundindu Bolt vesdusinaluwansunnumuasls issAutuddgmneada 0.05

aunsaisuaNnsannaulanall
Y = 0.367 + 0.162(X,) + 0.140(X,) + 0.074(X5) + 0.220(X,) + 0.332(Xs) + 0.454
R?=0.435 , Adjusted R? = 0.429

5. d5Uuazanusnenan1sidey
nansAnwIGes Yadununmuinisidsaiensliuinmsiensalasansiuluioueunain
Fu Bolt vofju3lanlunsammamuns ansnsneduTenantIdeldfed
5.1 WlawSeuiisuanufianelalunislduinisFonsalagarsriuluuisueundiady solt ves
Austaalunsannuvnuas Suunaudadediuyana wui
wefiuanaety szdszduanufienelalunisldvinsueundiatu Bolt laiuwnnsnsiu
nafe e lidwmasosziuanuianelalunisliuinig ddliaonndesiuanuideves @3de alivs
USwad uazilyan e3aed (2563) Mihmsanwizes auamasliinsidssaseanufimelaves
fdusnssalasansusedmsvesesinmsvudanarunganm (aun.) Tuwangammnamuns danui
Hadefulszansmans 1iun e sefunsne edndiunnsnatu faufimelalunisliuing
salagansUszsvnavesasdnsvndsnarungunm (vaun.) unnesty dslunuidedidadedan
yana s1une lidananeseduaiiufisnela e1aidesannlutagiumeasis wazinandgs 3
anmuandon Mslidin mevhan waglenananisinenildunnaeiy anaudenduaznisiaiy
yameantiosas silURsdsauvefimsseniu wasdanidluFeanmnnu Snvis weundiaduBolt
gnesnuvuuarliiimaiiesessunisliauvemnne Tneifuauazain vasasdis uagnisldaud
dredmfunnau ludagidureniends n1soenuuuitliuvweni drsanninuunndisly
Usraumsainmsldomseriane saluianisfiveundindy Bolt anuddyfuinasnisiuain
Uaansie wu n1sinaunisiiuniewuusealng msnsiaaeulusiidaudu waznishingiuuuinis
Aunantitsaisenushilaltugldaunneesaindien vlinmdutiadodiuyaea e

wanEglun1sInseauauianelalunislausnig



P01gfuanieiy szdsziuaufianelalunsliuinmsueunaiadu Bolt unnssiy
Taganaudds wuin gliuinmslutisengsening 31 - 40 U Fadunguauioviieu fszduanuiis
wolalunsltuinslasnmsusnniian nelanzegisdaiunudianelalasnwsniazsuain
flaweladleFsuiisuiuluuoneundiadudu q noglduinislutisenysening 31 - 40 ¥ 1y
Usernsfigndneglungy wiueis$une (Generation Y) wie faiawilsa (Millennial) saunduiiin
ulugaiiasugiardaivlanaziiles) Wulmnnfoutumaluladfidsa (waskyng, 2562) lag
Economic Intelligence Center (EIC) lnsgrinmudnunziurasaiueistue luusemalne 139
frnudmnglunisliivelulad waviideyaiieuszneunsinduls veumsiidausuludeay luns
wanaamy vidousauAniiturasmuesiuniseoulal nenandddauaansolunsiidey
oovllaridnine Ganmudnvazdnan sraduamgihliglduinislutasengsening 31 - 40 U fida
aglunqu 1iuelstuIe (Generation ) dsgauanuiianalalunisldusnisuaundiadu Bolt 11n
dosmnmisliiinisvesueundindu Bolt unsliuinmsidludueseular Aonslilisueundie
FulunsFensolagans Fadudnvazvosmnuviuaty uavazmndonsldou wazoovilad Aensly
U3mssnfiFenaniu - de luSsamneuanensiidosnis Sadunsuanunisliuiniseduesulad
wazeanlay 1¥og19f Fenrsliuimsvesluursueundindy Bolt nssfunudnuazisuvesngy
Fldusnisngu 1iuelstuaneg (Generation Y) viliAnanuisnelalunislduinisiiunndisain
fldusnslutisengdue eghadldddymsadiafisysu 0.05

ADUNWEUTATLANANG TTLAUAIUNIND IR UNITITUSNSWaUNELATY Bolt Lansng

'
P

M Tnga1naudde wud gliusnisueundiedy Bolt Negluanunmausa zilsyiuanuiianelaly

Tgusmswaundiadu Bolt lngnmsinfunndgldusnisniianiuninlan lagianigagradslunu

'
aaa

aufisnelalaeninsin egadifddyneadafisedu 0.05 Wewnan enafivaredadeiilunaun
MNANALANAIIYBIAUNWELSE WU FlduTnsTslanunmansa Sadnisidumaiiieideaiu
Aanssuluaseuain WU mamaseundaluvieadies nssu-dwymsvaiu viensiiumaiiofanssy
medsnsveansaunda Fahlrnslinuneundiaty Bolt Wudiunisweanisdnnsiinuszdulu
Asauns1 uenandl armumarnuanslusUuuunsAumadseaisussaumsnimslfnuiann
Tumsnduiu ldunsiflanunmlansinldueundiadu Bolt luuSunililanizianzas W ns
Wunaluvinnu viieRenssudanda Bnvsniumadeuaseunirlunisliuinisvesdiuiniedia
anunmawsa o19a1sruiAntinds wareuvasnduninnin gldvinsaislaanunmlan
seAUNsAnuuanseiy dseduanufanelalunislduinsueundiaty Bolt
liiumnsinaiu nafe szdunsinulidamanosziuanuianelalunisliuinng deliaenndeiu
NuiTeves A3ty afliviuIvnee uaslayn A3aui (2563) ivhnsAnudes @mmwmﬂﬁﬂ%msﬁ
danasioruiianelavesliusnissalavansusydmavesesRmsvudanasungunm (vaun.) luws

NTANNNUAT Fanud Yademuusesnsenans TAWA WE SEAUNISANET BTN ALANAITLIAN



flanelalumsliuimssolasansuszdmavesesdnsvudenavunsanm (Vaun.) uananaiu dlu
Aot Yadvdyanadussiumsiinu lidmadessduanmufioely enadesain lullagiuden
Tudsauannsndfedoya arwd wezannsouwmenanudldhennniy dulandumedida Fans
Bouluszdunsnuiuaninaiu vieszdumsAnuiiainiy lallfgndrdanisFeudiflodauansn
dnistoun warausliegnsdasy wasainndstu Snvisaunsnliiu uazduimefindudsiigaly
yanaunsAnwaasadinfdld msliueundindubonsadsnaneduBosund fililadiiasesedu
nsfinw adwoundiatu Bolt gnesnuuulildaudeuasdrdddnnngusld Tnglusududesd
Aianngma vieseRumsAnwgaiievianuiilanislinu msliuinsvesieundiadu Bolt
Tnssadrafivaaunarbidudou flfifvadenganuie nsreaeusian uazduduniadunia g
nszUIuNsElFetendunug wiernuziangdiu lrdldvnnauldsuuszaunsaifmiiouty
arundudinstudlidvinliynauannsoliouldogeuiu fudu flduinisuoundiadu Bolt
syumsAnwuaneeiy Alidssaseseiuanufianelalunslduinisueunaindu Bolt
o1wdiumneineiu fszduanuiiswelalunisliuinsueundiedu Bolt unnsnaifu Tng
19w wuin gldunsueundiadu Bolt fiffordnwinaueny dszfuanuiianslalunisld
Uinsueundiaty Bolt Tusumnufewelalunmsiy mnndiglivimsiidudnGou/dnfnw @
Tududu q Lifanuuenenady Saenadesfuruiseves @37y afinduienied wastlygn A3de
(2563) IvinsAnw1Ees auamaslsiuinsiidsaieniudfianelavelfuinssalasasusyd
MIvBIDIiNTILAsRATUN TN (Vaun.) Tulmngammamuns Sanui Jededuussansmans
fun e sgduns@nu endwndiuandrstuiinufianelalunisliuinssalasansuszdmnaves
pIdMIvUdsIaTUN U (vaun) uansnaftu SdduaAded adediuyanaduendn dumarossdy
anudianela o1ainnaanaeiiade Wy anuaaviseuing gliusmsifiendnmsnauenyy
mavisnsliuinsvesweundiadu Bolt luFesnrwazanauielunsiiiunis msUseudanaian
MstiuMeFTUdIEsIsaE waznsifiuaalasadelunisifiunis Gsueundiadu Bolt a1ansa
novauasmuAIanisld Jwhlilissduanuiianelanin TumeanduiudnSew/dndnwiananiands
Bosruduan Tushusianduvdn esandslififdssneiunwe Jaeuwdiadu Bolt Talums
Tunsfigeninuudsansisazsialy silvllannsansuanudesnsnuamaianisld enavili

'
Y a a

seauAuianalaanas luvaefigldusnsniondnminauenvuy Alsglanduas didademis

'
a =

wsugiafigendt IdsmuddryiuamunimuasUszaunsainislinuunndt venaind gliuinisdd
o dwnnauenyusinldusnisueundiadu Bolt ludinUszd1iu nielunisviaru davinlad
Uszaunsalmsliuinmisluvannvanedid waziinanulindaluauninvesuinig Tlunenssiudny
tnFeu/dnAnweslivinisdfissuideonta wu msiiunsldandlng viedlolifimadoniuly

Madune pudlunsldnunmnirensiibilivuisnaeivesnsuinislusgiudeaiu



elfindesafouniunndnaiu dszduanufianelalunislduinisueunaiatu Bolt
uans1sty Tasannaudde wuin dldusnsueundiadu Bolt fifls1eldiadesioiitou 11nndi 45,000
U dsgauanuiianelalunisldusnisueundindu Bolt Tusnuaiufianalaluningiu wagsigau
tesnigliusnsaifigldiosnin 45,001 vwseifeu ldusnsiinelfededeideusiinii 15,00
v, flunsidseldiadedeiieu 15,000 - 30,000 v, fluimsitiseldiadedeideu 30,001
- 45,000 VW) Fsasuanansvessziuamfianels eraidaldarnvanetade wWu anuaenisd
g9y fifnelfgatndaumantdunuamnisuimsiigand wu musnd anuasads vie
anwavsnnauneluszAunIflon Jenauinsveseundiadu Bolt lalansnsaneuaussauanis
ilFegnnsutau enaviliisesuenufisnelaanaudefeutunguiifiswldmnis Snvs dluimsdd
seldgainiidndonlunsidumsiinainnats wu nsldusnnssasuddnds sasudseiuniidoy
visousiuiusnsveaeUndinduguas WeFouitsuiusdenduuds woundiadu Bolt o19lallalan
wiu Tushugann vieUszaunsalnsldnudieuiaudsdu suluisfifineldgaindamnilasie
Uy wisedeRanann wu a1 auduldiduiiondn wiequnimvesse mnialagmdna
p1avilianufiewslaanasegianin uenanduds anudlunislduinisfienvdmaronisadng
Uszaunsaluazanufienels Tneflivinsiineldededeifoutiosnit e1altuinig Bolt lulszd
wazduaeiuUinng iliewelalumuazmnuazanuduen luvasinguseligienalivinisios
adan wanidleiatymilunislieu endinansznusernufimelaunnnia
5.2 HANINAADUANNAFIUTEAUANAIMNITIIUINT amnsaeiutgauianelalunisld
UsnssensalagansiuluuiswaUnaladu Bolt WUl
ANAINNITUTNIT aunsaedureanuianelalunisiduinisiSensalagansiuluung
waUndindu solt I9¥esay 435 wavBndovay s6.5 uilededu q fdwmasesziuanufionelaluns
THuimsensalasansiiuluuieueundiady solt Jsnsiinanmnsuimsipagyilitianufionels
fifiene wivinindnaainnsusmsilld Aasvinliiinudiaeledilifde deaonndesiuauide
989 Thaithatkul, Anuchitchanchai, Srisurin, Sanghatawantana and Chalermpong (2021) 55&
wui1 Mssudismnuannsauazanuielald (Raamnsuinisesiiler) uasviruadiisrououndia
Fuisensalagans (Ride-Hailing Applications) dnasiaaiuiianalavesglivinsueundintuisensa
Tngans uenaniidsaenndasivamidoves asm fau (2566) ARnwIALAMYBINTUINIHNa
sanuiisnelalunislduenndinduleUaveslsznnslunnumnuyuas wull AMUAINYEINTS
Usnsdaaseanuiisnelalumslidieundinduieda vesUssansluwaniannumiuas uaia1san
\dusefunuinfianuunndiswesssduanuianelalununmnisliuinng Tneduiiegluszdiu
mnuAniusniian Ao Amnuduzusssuvesnisuinig mnui@eielunisliuinng anuenlals
wagnén wazntsadeusulaliuAgliuintg nudu Tunaeivudseinui aunimnmsuing

I v =3

?
NasureaNuianelannfiande druanuviveniiula 509891 Ae A1un1saseaudulaliun



AlTUTN15 AuAudugusITuTeINITUTNIT KALAIUNIIABUANIMDAIUABINITNITUINNS
auddu encusumnmih@eislunisliuins lansassunieanuuususiuanufiswelalunisly
UsnsBensalasansiiuluunsueundindy sott veatfuslaaluwangummamuasld Ssanuuansng
flisonndedluguninnisuinist ersnandnvaznisliuimsvewueundiadu dauunnsng
i na1Ae weundintutieda Tanwuzmsiiusnislumsiaauiiianisidunsvessalagaisused
9 LAYATINADULAUNINISIAUNNRssalagaTUsEdInIe FaumnsnaainueUndlady Bolt il
dnwairnsliuinig TunsBensalasansiuluuisweunaiatu lunsunsu - de lUdqanuned
fvun Tnefidnvugnsiduneiidudiuds lisududdu densuimsvesautu axliannuddn
Tnd3nfuglduinisinnndy dellseninmaiuns enadinsdearsanedesdunisniniuns vio
5os8uq Fsenadamalit annmnsuimslusumnuiiueniiula fszduanuionelafinnniian o
uwandaInLeUndleduleva Aidunsliamufindavessa waznisnsiraeuidumanisiusaves
salagansUszdvne Jeglduiniseands uargaiiuludsanuuiuguwazarendusussaiunsidou
Taansoldanliaia solagansszdmenassmuaiuduaie feildseduanufianelaly
A mNsUSNsveaLeUndiatuioda Tusumnudugusssuvesnisuinns uasaaniidedely

N5AUTNIT F9gannnineudu 9

5.3 g mNsUIMssuALdeiielunsliuinig
MNNHAINTITENUIN AuAMAITUTNNIAuABU I edelunisliuinng luawase
oSuanufiawelalunsuinsldl mnmsdmannuuuasuatlusumiutndedelunsliuins
wudrAnedsteraiulude “audulinisuinisdisauguaim wazufURnungasnazesis

]
| a

wsenda” Sanadesiianiin 25 YormauAsituauainnisuinisits 5 #1u Usznauiy
TorausuuzAifiuuuasuamesnliuiuliie Feamginssuvesaudy vesefiddungasnas
Jorummugsnoanudiiiniduly uazdinsliuinisilignm Tnedesnisuoundindu Bolt i
unsnsTunisdansesyanai annsaduaudulduinndid FrenisnsauszTResginssy
venanidaiidoiaueunzlubestomnanisthsziiuiiesiivannvaisuniu wagdnsAuins i
Fosmslriluslududruanmilounaundindudy |
5.4 Forausuurlumsidonsialy

Tumsideluaded 18Anw TafenmuamuinsiidmatensliuinisGensolasansiiu
Tuvrsuoundiadu Bolt vesuilaalunsanmnumiunas windu dadunisideluadedaly aas
yhnsfnwiEes drulsraumanisnann fenatiadessiuanuiianela uaznsdadulaliuinisGen

salagansuluuisneundedu Bolt Weidun1sinwmginssuveiuslnmogssaunu sely



LONE1591999

A13N1 A1AY. (2566). AmuAINYRIN1TUTNTdInanaaduianelalunisiduenndiaduy
Nedaveslsennslulnnunnavues (Usgyg19wusumvade). aninendesuaums.

A3y alinduivnned wazdamn eSdei. (2563). quamnisliuinisidsadennufisnela
Yo 1 UTN1550lAga15UTETINI90909A NITVUA IUIATUNT NN (VaUN.)
lulwanTuNEUAS. 375975501ANINTTE, 25(3), 186-187.

Deci, E. L., & Ryan, R. M. (1985). Intrinsic motivation and self-determination in human
behavior. Springer Science & Business Media.

Kotler, P., & Keller, K. L. (2016). Marketing management (15th ed.). Pearson Education.

Lovelock, C., & Wirtz, J. (2011). Services marketing: People, technology, strategy (7th ed.).
Pearson Education.

Maslow, A. H. (1943). A theory of human motivation. Psychological Review, 50(4), 370-376.
Morgan, R. M., & Hunt, S. D. (1994). The commitment-trust theory of relationship
marketing. Journal of Marketing, 58(3), 20-38.

Oliver, R. L. (1980). A cognitive model of the antecedents and consequences of satisfaction
decisions. Journal of Marketing Research, 17(4), 460-469.

Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1985). A conceptual model of service quality
and its implications for future research. Journal of Marketing, 49(4), 41-50.

Zeithaml, V. A,, Bitner, M. J., & Gremler, D. D. (2013). Services marketing: Integrating customer

focus across the firm(6th ed.). McGraw-Hill.



