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Independent Study Title Marketing Service Mix Factors Affecting Customers’ Loyalty:
A Case Study of Doi Chaang Coffee and Starbucks Coffee
Consumers in Bangkok

Name-Surname Miss Yarnitchaphat Yuwansri

Major Subject International Business

Independent Study Advisor Mr.Krisada Chienwattanasook, D.B.A.

Academic Year 2016

ABSTRACT

This independent study was conducted to investigate marketing service mix factors that
affect on the loyalty in case of Doi Chaang Coffee and Starbucks Coffee consumers in Bangkok.

The samples of the study were 450 customers: 225 Doi Chaang Coffee and 225 Starbucks
Coffee customers. Each group was sub-divided into 2 areas: 112 in outer Bangkok and 113 in inner
Bangkok out of 5 districts Yannawa, Samphanthawong, Watthana, Chatuchak and Ladprao. The
statistics used for the data analysis consisted of Frequency, Percentage, Mean, Standard Deviation,
Independent Sample t-test, One-way ANOVA, Pearson‘s Correlation Coefficient and Multiple
Regression Analysis.

The results showed that most customers were male (273 people or 60.7%), 21-25 years
old (116 people or 25.8%), at undergraduate level (284 people or 63.1%), and with average monthly
incomes 15,001-20,000 baht (128 people or 28.4%). The results of the hypothesis testing
demonstrated that factors of the marketing services in terms of product/service (ﬂ = 0.368), price
(,B = 0.156) and service process (ﬂ = 0.319) affected on the loyalty of Doi Chaang Coffee
differently and the factors of the marketing services in the aspects of product/service (ﬂ = 0.249),
physical appearance (ﬁ = 0.164) and service process (ﬂ = 0.380) affected on the loyalty of
Starbucks Coffee differently.

Keywords: marketing service mix factors, loyalty, coffee shop, Doi Chaang, Starbucks
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