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ABSTRACT

In this research investigation, the researchers analyze 1) the components of a service quality
model for pearl milk tea business; and confirm 2) the model under study for generation Y customers
in Bangkok Metropolis. The research was divided into two steps. 1) The components of a service
quality model for pearl milk tea business for generation Y customers were analyzed using the
exploratory factor analysis (EFA). 2) The level of the appropriateness and the level of feasibility of the
service quality model for the businesses under study were analyzed with twelve key informants.

Findings showed that the model under investigation consisted of five major components: 1)
purity; 2) experience; 3) agility; 4) resolution; and 5) level of service. The experts were of the opinion
that the components exhibited an appropriateness and feasibility for the implementation of the service

quality model.

Keywords: Pearl Milk Tea, Service Quality, Generation Y
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