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Abstract

The purposes of this study were to study 1) personal characteristics of consumers in the
municipality of Chachoengsao, Chachoengsao Province; 2) service quality of coffee shops in the
municipality of Chachoengsao, Chachoengsao Province; 3) consumers' coffee shop service decisions in the
municipality of Chachoengsao, Chachoengsao Province; and 4) service quality affecting the decision to
choose a coffee shop in the municipality of Chachoengsao, Chachoengsao Province. The research
instrument was a questionnaire. The sample selected by using convenience sampling method was 390
consumers who entered coffee shops. The statistics used in the research were frequency, percentage,
mean, standard deviation, T-Test, one-way ANOVA, pairwise comparison, and multiple linear regression

analysis.

The results found that 1) personal characteristics of consumers in the municipality of
Chachoengsao, Chachoengsao Province were females aged 31 to 35, a bachelor's degree in education,
working as state enterprises/sovernment officials/sovernment employees, and an average monthly
income of 20,001 - 30,000 baht. 2) The mean and standard deviation of the service quality of coffee shops
in the municipality of Chachoengsao were both high, with mean scores ranging from high to low: consumer
response, acknowledging and understanding consumer needs, trustworthiness, creating consumer
confidence, and the concreteness of the service. 3) The mean and standard deviation of consumers' coffee
shop service decisions in the municipality of Chachoengsao, Chachoengsao Province were both high, with
mean scores ranging from high to low: evaluation of altemnatives, recognition of a problem or need,
searching for information, behavior after purchasing products, and purchasing decisions. 4) The level of
service quality affecting the decision to choose a coffee shop in the municipality of Chachoengsao,
Chachoengsao Province was quite high including the concreteness of the service, consumer response,
creating consumer confidence, acknowledging and understanding consumer needs, and trustworthiness,

with a statistical significance level of .05.
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