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ABSTRACT

The purpose of this research were to study (1) general conditions of marketing mix factors,
satisfaction in service quality, and customer loyalty towards premium brand coffee shop in Bangkok, and
(2) to study the relationship between marketing mix factors, service quality satisfaction, and consumer
loyalty of premium brand coffee shops in Bangkok. The samples of this research are a group of 400
customers who have experienced the service of premium brand coffee shops located in Bangkok area. The
study indicates that most respondents who have experienced premium brand coffee shop, Starbucks Coffee,
are female with age between 31-40 years old. They have single status, possess a bachelor's degree, work as
employee at private company, and earn an average of monthly income at 15,001-30,000 baht. The
respondents spent less than 200 baht per time at the premium brand coffee shop and went to the premium
brand coffee shop 1-2 times per month. From the study, it was found that the overall marketing mix factors
had an effect on customer’s service quality satisfaction towards premium brand coffee shops in Bangkok
which corresponded with the first hypothesis. However, marketing mix factors, there are price, people,
physical evidence, and process that influence service quality satisfaction of premium brand coffee shops in
Bangkok at statistically significant level of 0.01 Overall service quality satisfaction affected customer
loyalty towards premium brand coffee shops in Bangkok which is in accordance with the second hypothesis.
However, service quality satisfaction in reliability, responsiveness and empathy aspects of satisfaction have
influenced customer loyalty towards premium brand coffee shops in Bangkok at statistically significant

level 0of 0.01

Keywords: marketing mix factors, service quality satisfaction, customer loyalty, premium brand

coffee shop
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