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Abstract.

The primary objective of this study was to identify the factors that influence Grab’s
intention to use its services in Ho Chi Minh City and assess the impact of these
factors. The ultimate goal was to provide appropriate recommendations to enhance
Grab’s services. The study involved 200 participants from Ho Chi Minh City. To
achieve this objective, a quantitative research method was employed, and several
analytical techniques were used, including reliability testing using Cronbach’s Alpha
coefficient, exploratory factor analysis, correlation analysis, and regression. The
analysis results revealed three factors that significantly influence the intention to use
Grab services, ranked in descending order of influence: (1) Perceived Usefulness, (2)
Price Value, and (3) Alternative Vehicles. These factors play a significant role in shaping
customers’ intentions to use Grab’s services. The study acknowledges its limitations
and suggests future research directions for similar studies to further explore and refine
the understanding of customer behavior in the ride-hailing industry.

Keywords: intention, service quality, perceived usefulness, prive value, alternative
vehicles

1. INTRODUCTION

1.1. Background

Society is increasingly growing; human life is more caring. And the travel needs of the
people is a necessity, public transport was born and developed to meet the above
demand. Therefore, transport services have also been becoming one of the big busi-
ness and the world’s most influential. In this context, the development of information
technology is also impact and create many new changes for the sector of passenger
transport services.

These apps like Uber, Grab ... born as a result of the advancement of science and
technology and it brings a new step in the transport services sector. The usability of
these applications has changed the tastes of customers as well as change their habits
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ago. In the past, if customers want to catch a taxi, they need to call on the switchboard
or beckoning any taxi parked on the road. And now, customers simply use a smartphone
and log on to these applications, they can ask a car to pick them up quickly and simply.

In the world, there have been many research papers related to the factors affecting
the reasons customers choose these applications instead of other traditional means.
The research related to these applications such as the research of Wan Mohamad et al
(2016) research of factors affecting the intention to use Uber in the tourist destination
in Malaysia, Alley, J. K. (2016) research on the impact of Uber Technology to sector
transportation service of New York’s city.

In Vietnam, which is a country with quick access to changes. Grab service has really
created a big step forward in transportation services in Vietnam in general and Ho Chi
Minh City in particular. But in the current tough competition, does Grab stand for it? In
order to stand firm in this period, what measures did Grab have to help their services
more efficient, attracting more customers? To do this, Grab needs to understand what
factors affect the intention of users to use the service. Therefore, the topic ”Factors

Affecting The Decision To Use The Grab Service In Ho Chi Minh City” will provide a
scientific view on the psychology and trend of consumer behavior in using Grab services
at Ho Chi Minh City, and when Grab captures these important elements, it will help them
create a sustainable competitive advantage, improve market share, as well as compete
with other businesses.

2. LITERATURE REVIEW.

According to Ajzen (1991), the intention to use is that individual behavior will be influ-
enced by motivational factors, which will show the level of willingness and effort that
each individual will spend to do that behavior. Blackwell, Miniard, and Engel (1973)
developed and introduced a decision-making model, which consists of 5 stages.

2.1. Theory of Reasoned Action (TRA)

The theory of rational action (TRA) was developed by Fishbein and Ajzen in 1975 in the
field of social psychology, based on the assumption that individuals based on reason
and use the information available in a systematic way to take action. According to this
theory, the most important factor in the decision on the individual’s behavior is intended
behavior, rather than their attitude. And the combination of the subjective norm and
attitude will create is the intended behavior of an individual.
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2.2. Theory of Planned Behavior (TPB)

Theory of Planned Behavior (Ajzen, 1991) is an innovative theory and development
theory of reasoned action from (TRA) developed by Fishbein and Ajzen in 1975 in the
field of social psychology. TRA theoretical models have shown that factors affecting the
decisions that individual behavior is the behavior and intentions it is a combination of
attitude and subjective Standard. But the model of the theory of TPB are outside factors
Attitudes and Subjective Norm, Ajzen added factors Perceived Behavioral Control, this
factor will help to know an individual will ease or difficulty in performing the behavior
and this behavior that has been controlling or limit or not.

2.3. Proposed models and research hypotheses.

2.3.1. Analysis of factors in the proposed research model.

Figure 1: Research model proposed.

2.3.2. Perceived Usefulness of Grab.

According Beirao and Cabral (2007) pointed out the advantages of public transport that
are low cost, reduces stress, helps users do not have to drive and do not have to search
for parking, more plenty of time to relax, help reduce environmental pollution.
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On the other hand, Aoife, a. (2001) has used TPB models for systems of Lucas, a light
rail system in Dublin, Republic of Ireland, to measure was the belief of the people for
this system. And the factors used to measure that is to save time, convenience, cost
savings, reduce traffic accidents, environmental protection, safety, traffic reduction.

Thanks to the studies on, can identify the factors that impact variables perceived
usefulness of the Grab service that is convenient (PU1), safety (PU2), comfort (PU3), the
master of time (PU4), the time savings (PU5).

2.3.3. Subjective Norm.

According to Borith et al (2010) or Chen., C.F. and Chao, W.H. (2010) have shown factors
to measure Subjective Norm’s effects on the intention to use transport and those factors
is the opinion of family and friends, community opinions, policies to encourage the
government.

Based on these studies, to determine the elements to know the impact of norm sub-
ject to the intention to use the Grab services. However, unlike previous studies, because
there Grab own characteristics and factors encouraging policies of the government will
not be mentioned here. And instead, the factors of the spread on social networks,
the media will be the factors that affect the intention to use the Grab. Therefore, the
three factors to measure the effects of the subjective norm to intend to use Grab it was
influenced by the opinions of the family (SN1), the influence of friends, colleagues (SN2),
affected by journalism, social media (SN3).

2.3.4. Technical barriers.

The disadvantage related to science and technology in the access service also caused
difficulties for the Grab is a new service of high technology. And in this research paper
will apply the method Delphi to determine the factors about this technical hurdle and
that is the understanding of the technology users (TB1), the availability of suitable phone
(TB2), technology infrastructure (TB3).

2.3.5. The appeal of alternative vehicles.

One of the alternative means of creating a major threat to affect the intention to use
the Grab services, it is personal vehicles. Because personal vehicles one of the means
to be the people of Vietnam in general and people of Ho Chi Minh City in particular,
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the first choice to participate in traffic thanks to the advantages that it brings. So, in
this study, personal vehicles are the main means mentioned. According to research
by Beirao and Cabral (2007) gave the advantages of private vehicles that is freedom,
autonomy, flexibility, convenience, privacy, comfort, agility quickly.

Based on the above research, to identify the factors of the attractiveness of personal
vehicles influence the intended use of that user is convenience of personal vehicles
(AP1), the flexibility of personal vehicles (AP2) The save time of personal vehicles (AP3),
the active time (AP4), costs of use of personal vehicles (AP5) habit use personal vehicles
(AP6).

2.3.6. Price Value

In the study about the acceptance and use of mobile services, Venkatesh et al (2012)
have given three factors among factors the price value and the three elements that are
affordable, value it brings, the correlation between value and price.

Based on this study, to determine the factors of price of value to influence intention
to use the Grab, and the element that is the reasonableness of the price of services
(PV1), correlation value and expenditure cost of service (PV2), competing on price with
traditional vehicles (PV3), competing on price with service Go Viet, Fastgo (PV4).

2.3.7. Intention to use

Using multiple statements to measure the intent to use, it helps to confirm the consis-
tency and reliability of this dependent variable. The following three factors that can help
us measure intended to use: Intent use (IU1), intended to use as often (IU2), intended to
introduce the Grab for others (IU3).

2.3.8. The hypothesis of the study.

In summary, this chapter has completed the synthesis of previous studies to determine
to see the elements affect the behavior of the individual. The research model was
constructed based on two theories is the Theory of Planned Behavior, the Technology
Acceptance Model, and combines a number of other factors, the results from the
previous study. And this model will fit the audience and context of research services
in Thanh Ho Chi Minh Grab. Based on the research model, the 5 factors affecting the

DOI 10.18502/kss.v8i20.14621 Page 472



ICESG

behavior users of Grab service are: Perceived Usefulness, Subjective Norm, Technical
Barriers, The appeal of alternative vehicles, Price value.

H1: Perceived Usefulness impact covariates (+) to the intended use of Grab

H2: Subjective Norm impact covariates (+) to the intention to present use Grab.

H3: Technical barriers impact inverse transform (-) to the intended use of the Grab.

H4: The appeal of alternative vehicles impacts inverse transform (-) to the intended

use of the Grab.

H5: Price value impact covariates (+) to the intended use of the Grab.

3. RESEARCH METHODOLOGY

3.0.1. Questionnaire.

Here are three steps to building a survey questionnaire.

Step 1: Create a preliminary questionnaire.

The content of the preliminary questionnaire will be formulated based on the theo-
retical foundations in chapter 2 and the scale used in this research paper as well as
reference to the questionnaires in the research papers. before.

Step 2: Preliminary survey.

To complete the questionnaire, the questionnaire above will be used to conduct a
test survey with a certain number within the target audience to identify the errors in the
questionnaire. In addition, to improve the quality of the questionnaire, the author will
consult the opinion of university lecturers.

Step 3: Complete the official questionnaire.

Based on the results from the preliminary survey, the author discovered errors and
corrected to finalize the official questionnaire to serve the actual survey.

3.0.2. Methods of sampling and data collection.

Sample size: according to the probability method, the sample size is at least 5 times the
number of observed variables. With the number of observed variables is 24 because
the minimum sample size of the study will be 120 samples.

Google Form is a tool that will be used to design this research questionnaire because
of its convenience and usefulness.
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Convenient sampling method will be applied to this study, the survey forms will be
sent online with Facebook tools for the survey subjects who are, will and will use Grab
service in Thanh area Ho Chi Minh City, mainly in District 1, District 5, District 6 (because
the area where the author can easily survey for research). The author will perform online
survey via Facebook thanks to a familiar relationship.

3.0.3. Information about samples.

200 survey samples were sent to carry out the survey. During the survey, 4 people
did not know about Uber, there were some votes with the same answers and some
unsatisfactory survey samples were removed before being included in SPSS software.
After eliminating unsatisfactory survey samples, the total number of valid samples was
150. All valid samples will be processed by SPSS 20 software to conduct data analysis

3.0.4. Methods of data analysis.

After collecting sufficient data and eliminating unsatisfactory data, the next step will
be to analyze the required data through the support of SPSS 20. Include the following
analysis here.

3.3.5.1. Descriptive statistical analysis.

3.3.5.1.1. Frequencies.

Survey samples after being collected will be tabulated to describe these data accord-
ing to categorical variables according to classification criteria such as gender, age,
occupation, and income. The purpose of descriptive statistics is to help describe the
basic characteristics of the data, determine the level of influence of different groups of
customers on customers’ decision to use the service.

3.3.5.1.2. Descriptive.

In this section, the author will carry out descriptive statistics for each observed variable
of each group of factors. The purpose of this section is to help the author determine
which observational variables are affecting the user’s intention to use through the Mean
value in the Descriptive Statistics table. If any observed variable has this value greater
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than 0.3, then the observed variable affects the intention to use, if this value is greater
than 0.4, it will have a strong effect on the intention to use.

3.3.5.2. Reliability analysis.

To assess the reliability of the scale, the coefficient Cronbach’s Alpha is the tool that
this study used. This coefficient measuring the reliability of the scale, not calculated
reliability for each observed variable. This coefficient is used to remove unsuitable
variables before implementing EFA factor analysis.

Criteria used when assessing the reliability of a scale:

According to Nunnally, J. (1978) if a measurement variable is to be qualified, it needs
a Corrected Item - Total Correlation coefficient ≥ 0.3.

The value level of Cronbach’s Alpha coefficient:

1. The value of α coefficient greater than or equal to 0.8 is a very good measurement
scale.

2. The value of the coefficient α from 0.7 to nearly 0.8 is a good measurement scale.

3. The value of α coefficient from 0.6 upwards, the scale is eligible.

3.3.5.3. Explore factor analysis.

The exploratory factor analysis, referred to as the EFA method, is used to eliminate
the observed variables to shorten the independent variables, but the meaning and
information of the factor group will not be lost.

3.3.5.4. Pearson correlation analysis.

Pearson correlation analysis is used to test the linear relationship between variables
through the Pearson correlation coefficient, this coefficient is denoted by the letter
”r”. This coefficient is used to quantify the degree of strictness of a linear relationship
between two quantitative variables.
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3.3.5.5. Multivariate regression analysis.

Multivariate regression analysis to help the study can determine the extent to which the
dependent variable is affected by the independent variables as well as the degree of
explanation of the model.

The regression equation to test hypotheses in the research model:

IU = β1*PU + β2*SN + β3*TB + β4*AP + β5*PV

Dependent variable: Intention to use (IU).

Independent variables (6 elements): Perceived Usefulness (PU), Subjective Norm (SN),
Technical barriers (TB), The appeal of alternative vehicles (AP), Price Value (PV).

4. DATA ANALYSIS AND EMPIRICAL FINDINGS

From the data obtained from the survey process, this section will present the analy-
sis in turn including descriptive statistical analysis, reliability analysis, factor analysis,
correlation analysis, multivariate regression analysis, and finally test hypotheses of the
research model.

4.1. Descriptive statistical analysis.

4.1.1. Descriptive analysis.

Table 4.2 gives the results of the statistical analysis performed a general description for
each group of factors.

4.2. Reliability analysis.

The table below shows the Cronbach’s Alpha coefficient for each factor group

Results analyzed through Cronbach’s alpha coefficient shows six groups of factors are
reliable because they have Cronbach’s alpha coefficients greater than 0.6. In the results
table, the group element ”Price value” Cronbach’s alpha coefficient of less than 0.8, but it
is still a big factor 0.6 so this group is still reliable. Besides, 5 groups remaining elements
meet the requirements of larger alpha coefficients of 0.8 and no observation variables
were excluded because all the observed variables have correlation coefficients greater
than 0.3 are variable total as well as Cronbach’s alpha value if Deleted items of the
observed variables are smaller than Cronbach’s alpha coefficient of each factor group.
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Table 1: Descriptive Statistics.

Observed variables Mean

Perceived Usefulness PU1 3,79

PU2 3,45

PU3 3,61

PU4 3,49

PU5 3,42

Subjective Norm SN1 2,53

SN2 2,97

SN3 3,15

Technical barriers. TB1 2,59

TB2 2,28

TB3 2,64

The appeal of alternative
vehicles.

AP1 3,29

AP2 3,45

AP3 3,42

AP4 3,53

AP5 3,62

AP6 3,55

Price Value PV1 3,49

PV2 3,28

PV3 3,72

PV4 2,71

Source: The author’s analysis results

Table 2: Analyzing reliability Cronbach’s Alpha.

Group of factors Cronbach's
Alpha

Initial
observation
variable

Observed
variables
remaining

Variable
excluded

PU 0,907 5 5 -

SN 0,833 3 3 -

TB 0,789 3 3 -

AP 0,927 6 6 -

PV 0,686 4 4 -

IU 0,868 3 3 -

Source: The author’s analysis results

4.3. Explore factor analysis (EFA).

The results of exploratory factor analysis with 5 independent variables in Varimax
rotation are presented as follows:
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Table 3: Test results of KMO and Bartlett’s.

1st time 2nd time

KMO 0,858 0,856

Sig Barlett’s Test 0,000 0,000

The results show that both runs have KMO value from 0.5 to 1, and Sig Barlett’s Test
coefficient = 0.000 <0.005. Thus, both times, it is possible to conduct a factor analysis
phase because the conditions meet the requirements of this analysis

Table 4: Results of Eigenvalue value and total variance extract.

1st time 2nd time

Eigenvalue value 1,010 1,005

Total variance extract 71,954 73,902

Source: The author’s analysis results

Conducting the first EFA analysis, there were 22 observed variables included in the
Eigenvalue standard analysis greater than 1, then 5 factors were drawn. And the total
variance extracted = 71,954%> 50% shows the suitable EFA model.

Results after the second EFA analysis, the Eignevalue value = 1,005> 1 and extracted
5 factors and the total variance extracted = 73,902%> 50% means that the 5 extracted
factors were condensed 73,903% variability observed.

Result of the first rotation matrix, 22 variables were collected into 5 factors, of which
PV3 does not appear in the factor rotation matrix, so this variable will be removed and
will continue to proceed factor analysis the 2nd time.

After the second analysis, the rotation matrix results showed that 21 observed vari-
ables were grouped into 5 factors, all observed variables had Factor Loading greater
than 0.5, so will not remove any observed variables at this second run.

After exploring factor analysis, the PV3 variable will be removed from the research
model and will use the remaining 21 observed variables to perform correlation analysis.

4.4. Pearson correlation analysis.

Table 5: Result of correlations.

IU - IU IU - PU IU - SN IU - TB IU - AP IU - PV

Pearson
Correlation

1 0,648 0,189 0,144 0,449 0,526

Sig. (2-tailed) 0,000 0.21 0,079 0,000 0,000

Source: The author’s analysis results
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The independent variables PU, SN, AP, and PV with the dependent variable IU have
a linear relationship with each other because the Sig index of Pearson correlation of
these independent variables with the dependent variable IU is less than 0.05. Since the
highest r coefficient is 0.648, the PU variable and the IU variable will have the strongest
correlation, and between the SN and IU variables will have the weakest correlation
because it has the smallest r coefficient of 0.894.

Between the TB independent variable and the IU dependent variable, the Pearson
Sig correlation value is greater than 0.05, so there is no linear correlation between
the two variables. At the same time, the TB variable will be removed before the linear
regression analysis is performed.

4.5. Multivariate regression analysis.

Results of linear regression analysis are presented below:

Table 6: Summary table of results of Model Summary and ANOVA.

Coefficient Table

Adjusted R Square: 0,472 Model Summary

The sig value of F-test 0,000 ANOVA

Source: The author’s analysis results

Adjusted R Square of this research is 0.472, it means that during the linear regression
run, the variation of the dependent variable will be affected 47.2% by the independent
variables, the remaining 52.8% is due to the variables outside the model and random
errors.

Sig test F is 0.00 <0.05, the multiple linear regression model is suitable for data sets
and can be used.

Table 7: Coefficients.

Standardized Coef-
ficients (Beta)

Sig. VIF

PU ,454 ,000 1,609

SN -,041 ,527 1,182

AP -,162 ,025 1,446

PV ,240 ,001 1,409

Sig tests the regression coefficients of independent variables PU, AP, PV are all
less than 0.05, so these independent variables are all meaningful explanations for the
dependent variable. However, the SN variable will be removed due to its regression
coefficient of 0.05.
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The coefficient VIF of independent variables is less than 2 so no multi-collinear
phenomenon occurs

Regression coefficients of three variables PU, AP, and PV are greater than 0. Thus,
all these variables included in the regression analysis have the same impact on the
dependent variable.

Based on themagnitude of the standardized beta regression coefficients, the order of
the impact level from strongest to weakest of independent variables on the dependent
variable IU is: PU (0.454)> PV (0.240)> AP (-0.162).

From the results of the regression analysis, the intention to use the Grab service is
expressed by the following formula:

=> IU= 0,454*PU + 0,240*PV - 0.162*AP

The importance level of factors in each factor group is assessed by the Mean
coefficient of each factor in the statistical analysis results described in section 4.1.2.
Accordingly, some typical factors with the most important level in each group are
Convenient (3.79) for Perceived Usefulness group, The reasonableness of the price

(3.49) for Price Value group, Costs of use of personal vehicles lower than Grab (3.62)
for the appeal of alternative vehicles group.

5. CHAPTER V: DISCUSSION

From the results obtained in chapter IV, in this section, the author will proceed to discuss
issues related to these results. This includes the presentation of factors that cause the
groups of factors influencing the intended use and that causes the groups of factors
excluded from the research model.

5.1. Modified research models and accepted hypotheses

After regression analysis, the two factors Subjective Norm and Technical barriers will
be removed from this research model and the model is adjusted to only 3 factors that
will influence Grab’s intention to use Grab’s service, those are Perceived Usefulness,
Price value, Alternative vehicles. Below is a revised research model.

Accepted hypotheses:

H1: Perceived Usefulness impact covariates (+) to the intended use of Grab

H2: Price value impact covariates (+) to the intended use of the Grab.
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Figure 2: Modified research model.

H3: The appeal of alternative vehicles impact covariates (-) to the intended use of

the Grab.

Based on the Standardized Coefficients (Beta) in linear regression analysis to deter-
mine these factors have a positive and negative impact on the intention to use Grab
services, including two factors with large Beta coefficient more than 0 is Perceived
Usefulness, Price value, so these two factors will have a positive impact on the intended
use. On the other hand, the factor Alternative vehicles have a Beta less than 0 so it will
impact negatively with the intention of using.

5.2. Discuss groups of factors influencing Grab's intention to use
Grab.

Perceived Usefulness is a group of factors that most impact the intention to use Grab
services, which means that when Grab offers a lot of usefulness, the user’s intention to
use will increase. This is entirely consistent with previous studies. In fact, consumers
always want to use the services that are useful for them, they always need the services
that help their lives and work can be done quickly and easily. Their lifestyle becomes
better and more modern. This group of factors has a strong impact on the intention
to use because Grab offers users many useful services such as Grabcar, Grabbike,
delivery service, carpooling service. In addition, Grab also creates a sense of security
for users because they provide full information related to the driver and provide a clear
and transparent travel route.

Price value is a positive group with the intention to use Grab, which means that the
intention to use the service will increase when Grab offers consumers attractive and
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reasonable prices. This result is completely consistent with previous studies. In fact,
consumers tend to choose to use services that are reasonably priced according to their
economic conditions as well as the price they pay will be consistent with the value they
pay. This factor affecting users’ intent is that Grab offers users reasonable prices for
each type of service. Although this factor has an impact on its intended use, it does not
have a strong impact. The reason is that in Ho Chi Minh market today, many companies
with business models like Grab have been established such as Go Viet, Bee, Fast Go
... they have provided users with levels The price is lower than Grab’s price. This will
make it possible for users to consider and change their decision to switch to companies’
services.

The appeal of alternative vehicles is the inverse element group with the intention of
using the Grab service, which means that the intention to use the service will increase
as the attracts of personal vehicles fall. In fact, most of the people living in Ho Chi Minh
City are using personal means to move because it saves them the cost and they can
master their time, this is the cause of the reduction in intent to use their Grab services.
Although this factor has an impact on the use of the Grab service, its impact is not
as high, because of the participants who responded to the majority survey that is the
student. These subjects will tend to both use private vehicles and use Grab depending
on the case, especially for students who do not have personal means, they will use Grab
as a tool to help them move, by its convenience, reasonable price as well as ensuring
safety and not waste costs arising as owning a motorcycle.

5.3. Discuss the factor groups excluded from the research model.

Subjective Norm is a group of factors that are excluded from the model, this means that
the factor does not affect the intention to use Grab. This result is contrary to previous
studies. The reason for this factor is not the impact that the research is conducted in
the context of the Vietnam market, at this time the progress of society leads to the level
of each person increasing, each person can decide his or her own behavior without
being influenced by others. Besides, the media has gradually lost credibility due to
more and more false advertisements that lead to the loss of consumer trust. As a result,
consumers’ intention to use is based on their own knowledge and experiences without
being influenced by opinions from family, friends and the media.

Technical barriers are a group of factors that are removed from the model, this means
that this factor does not affect the intended use. As for the results of previous studies, it
will be contrary to the results of this research paper. The reason that this factor does not
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cause an impact is that this study is conducted in the context of technology 4.0 being
developed in Vietnam. According to dammio.com statistics, the number of Internet users
in Vietnam in 2018 reached 64 million users, accounting for 67% of the population.
Of these, 55 million people regularly access the Internet with their mobile phones,
accounting for half of all Internet users. In addition, most of the survey respondents
have used Grab, because they will not have much difficulty using it. This shows that
consumers will not have difficulty in using technology, especially in using smartphones
to use Grab services. As a result, technological barriers will not affect the intention to
use Grab.

In summary, this chapter will discuss and explain the reasons why groups of factors
influence the intention to use Grab as well as understand the reasons that the two
Subjective Norm factors and Technical barriers being excluded from the research model
are equivalent to their having no impact on user intent.

6. CONCLUSION AND RECOMMENDATIONS.

6.1. Conclusion

Based on the results obtained from the analysis in chapter 4, the study has identified the
factors and the influence of factors on the intention to use Grab services, which means
that the study Having answered the two research questions presented in chapter 1.
Through analysis, three independent factors affect the intention to use Grab service
and are arranged in descending order as follows: (1) Perceived Usefulness, (2) Price
value, (3) Alternative vehicles.

The contribution of the topic is to identify the model of factors affecting the Intention
to use Grab service in Ho Chi Minh City. Through the factor analysis and regression
method, the study has formed 3 groups of factors that affect the intention of using
the Grab service of people in Ho Chi Minh City. Other research can use this scale and
research model in areas similar to Grab or repeat studies to check and confirm research
results.

This is a new contribution, highly practical and can be applied in practice. Grab as
well as other businesses in the same industry, can apply the results of this study to
come up with appropriate solutions for sustainable development in their businesses.
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6.2. Recommend solution

To accomplish the objective of the study, the author will make some suggestions to
improve Grab services, thereby promoting users’ intention to use Grab services in Ho
Chi Minh City Firstly, for Perceived Usefulness factor group, this is the group of factors
that have the greatest impact on the intention to use Grab, so it needs to be most
concerned about making appropriate strategies. The research results show that the
convenience factor has the highest impact level and the time-saving factor has the
lowest impact level in the factor group. Therefore, it is recommended that Grab should
further optimize the distribution area of the service, making it easier for customers to
book a car, choose the appropriate vehicle in terms of distance and time of pickup.
Thereby improving the autonomy of customers on time, as well as helping them to
save waiting time. In addition, Grab should improve and optimize Grab’s system to help
improve the convenience for users when using Grab service by improving the map
system to accurately update prohibited routes and one-way roads, making trip fares
more accurate.

Secondly, for the price value factor group, the factor of the reasonableness of the
price which is the factor with the highest level of influence. In fact, consumers also
appreciated Uber on the competitive angle of price, especially the promotions that
Grab has launched. Therefore, it is recommended that Grab company should maintain
the current approach in terms of the service price, but Grab needs to regularly update
the information on the market to take reasonable steps to compete against the main
competitors of Grab. Because there are nowmany service companies that have a model
similar to Grab and they offer lower prices with Grab, it is also the reason for the price
factor of Grab lower than Go Viet, Fast go that is the factor with the lowest level of
influence. Grab needs to build a fair pricing mechanism, based on studies of user
willingness to pay to both offset operational costs and attract more Grab users.

Finally, for the appeal of alternative vehicles, this is a group of factors that have a
negative impact on the intention to use Grab. Therefore, the proposed proposal to Grab
should develop a plan to reduce the attractiveness of personal vehicles. In fact, for many
years, the traffic situation in Ho Chi Minh City, personal vehicles, especially motorbikes,
are the means to help people be proactive in their time and flexibility, and it also helps
them to easily travel during peak hours. However, with the characteristics of Grab, it also
brings convenience and flexibility to users with advanced features thanks to carpooling,
choosing multiple destinations, diverse payment methods and no need to spend a lot
of time searching for parking spaces and don’t need to pay the extra parking fee.
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