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ABSTRACT

The objective of this independent study was to compare the opinions towards the needs for
improving the service quality of cafes and coftee shops and products and services related with
marketing mix factors of cafes and coffee shops for students in Chon Buri Province, classified by
demographic factors. Data collected were then analyzed using statistics, including t-test and One-
way ANOVA.

The results indicated that most of the samples were females, earned average monthly
income of between 5,001 - 10,000 baht. The frequency of visiting cafes and coffee shops was 3-4
times per month. A reason of visiting cafes and coffee shops was preference in taste of coffee and
beverages. The opinion towards service quality in terms of reliability was customers receiving a
right product from their order. In terms of the opinion towards products and services, marketing
mix factor with the highest level was price, followed by people, process, physical evidence, place,
product, and promotion, respectively.

The results of testing hypothesis about the needs for improving service quality revealed
that the samples with different average monthly income had different opinion towards service
quality in terms of tangibility. The samples with difterent reason of visiting cafes and coffee shops
had difterent opinion towards service quality in terms of assurance. In terms of marketing mix
factors, the samples with different gender had different opinion towards place and physical
evidence. The samples with different personal income had difterent opinion towards price and

people.
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