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Abstract

The purpose was to contribute substantially in terms of marketing strategic planning and
implementation of coffee shops. Additionally, the target was set as the favorite coffee shops on
the basis of the young people. Through the IPA Matrix, subdividion variable was derived and
by using the variables in each quadrant, tested the variables that have significant effect on
satisfaction, reuse, and recommendation intentions. The study results showed that there was a
significant difference in the importance performance (IPA) difference analysis of coffee shop
service quality elements and this proved that empirically, the expectations were different.
Additionally, it was evident that there were statistically significant and not statistically
significant elements in the relationship between service quality element and the overall
satisfaction rate in each elements shown in the IPA. Through this, it was possible to provide
the information on what service quality elements to focus and distribute. It was possible to
understand that the ultimate goal should be satisfaction since the overall satisfaction positively
affects the reuse and intention of recommendation and it was possible to re-confirm the
previous studies which stated that overall satisfaction, reuse, and recommendation intentions
have a positive influence.

W keyword : | Coffee Shops | Service Quality | Importance—performance | Customer Satisfaction | Re—use
(Purchase) | Intension of Recommendation |
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who] 157 (11.63%), 20-30417F 1087 (83.72%), 314 01 2 81.819%, AW H M= Au| A~ o] gk 3226, ¥
ol 68(465%)01H A Al BAEs} S Ha AL A E 64512%, 914 MplaEAe] Rt
o8B BT & -9 105%8(81.40%), ﬂﬂﬂ%‘: 1930, 41 A e 64.325%, A -Gu] Au]Fd e
ol $4dBE 3 B¢ A (1860%) 2 e AR 1792, AL A2 50.734%, A Anl

Ao IHk 179, A Al 59838%, 71HH Aol

% 3. §io =4 A A 2EA ] gk 2791, A AT E 2 69.771%,
o) % A Al agEe] aRE 2307, Ak AEEe
R 33 25.58 76.880%0| 2t} & 9} 7ro] FelA golEA Ayl g9l
g SR 96 74.42 7+ B shol @ 2 9l
i 2 0 A% A8 E vleto 2 Cronbach’s alpha A=<t A A
204 v 15 11.63
20—304] 108 83.72 TEIe] FHAFE Foke] WA B HSE AA
e 314 ol 6 4.65 ST
A 129 10000 FEA AHAER O AR Guhe Fo
) 105 81.40 %0779, AAE 076602 e 918 Au]~EA
LRSS =9 24 18.60 o UF Zowel AHE 2 duge Faw
A 129 100.00

0841, HF = 092622 el ATEAE AH| 2
Ao e Tamet JFE Adhte A T2
2 7REE AAEE B AR B ¢ e n osime e, 9997 A2
CR 4ol g@ FRESH HAE 2203} doke S
A" ATAEH MuAEE SAHAE FAHLAE %0881, AL 071725 VERg I, oA Au 2
o B34 A2 flstel 74 WigrES alo® EF3) T U3 FaEst A= AdHtet duhghe Ta
of 248 AAdglth 3Rl (eigen value) 1017 5= 0875, 4F &= 084902 vrebtal, Hd AHlas
fglo st mEFstaL 12 A F(factor Aol i3t FoEs AF = A daghe TaE
loading)®] 050131 o2 A|3Hs}7| wliol &2 < 0591, A% 065322 VERGR, ABYA A Au)
TME o2 TEL 31% EE AR LIES s 2F4ol ﬂ%d =9k A A8nkel S92 T
QIeoll tigh SelA] e A dat F3% Mu|2Ed L5 0726, *4$4¢08552i UEbstaL, Al AHls
o] alfrgk 2723, WA AT E2 54468%, A4 Ay] FHo] i Faw AHE ABvket GRS TR

FA9] Ak 2726, AF AW E-S 63145%, AT B T 0851, A% 034102 YEST
T Ay ~FA o] afrgh 3378, WAF AW E-S 67.565%, SAPR NFHE AFe A Tars dFke

q
bal dapzke 0951, 0953024 AlF|Ao] =&

ABGE Mul=FAe] Rk 2436, A AEe Agn

77198%, Ao} Au| A o] Ak 2316, vk A Ao® Yeth 53 58 s AR
e T7198%, A An 2= e aLfrgk 1774, & < A A7} Nunnally(1978)7F #|Fk 07180} =27]
A AdwEe 59.134%), 7AsruAleld Au)=Fde] 1 wol] SAFEE] Ak WALdAdS 7 8
Tk 2.230, A AT 55.761%, S AW =EA thal g7} Ho] AlEdS A E AT

o} gk 2.323, v‘i—i A2 77.434%0] ATt Y AW AHlagd, U SR, AR F



ATAEA A 2=FA Tho] A o] & B FH o we| WA= A% 457
Eo] A% AleE (3R 4l A9F 2ol MA] 88382 A o) Al
ALk 1.774 1.795
A o] o 7o ik il
Aol w2 glom v %A 59.134 59.838
26. 0.794 | 0.610 0.884 | 0.783
AR/ A
T 4 ARG AHAED PAQA S| AT A% kit i
o U e e S AUFE mo e |25 THdEA = 0779 | 0.645 0.802 | 0.834
2% EEE A | = 0.726 0.855
= = oldd 24, are] AI| 0774 | 0.658 | 0839 | 0.814
e gol [ 388 | oo | 3&HR ]
ot [ARIAI RA | ot [AEAl] HA SE| ws
5. Ak} 0.866 | 0.684 0.823 | 0.674 CH P jﬁ%} 0.627 | 0.742 0.813 | 0.828
Azese] E selA
e ek 2.230 2.791
2 WAl | 0.831 | 0.694 0.658 | 0.745 s 55.761 69.771
ZFA] ] 22 o b -
o8 il 29. AAAEA | 0924 | 0712 0.951 | 0.639
|3 erag aiw | 079 | o720 | 770 o719 o7 0766 A Wy
N I 30ATAEH | 0.876 | 0.803 0.758 | 0.933
FA[ 1 A8 9% | 0.658 | 0.759 0.722 | 0.723 ) B Wz
AL il}] R 0.851 0.841
4. ek vl | 0467 | 0.812 0.627 | 0.753 & j 28 AT AEH | 0.837 | 0.858 0.909 | 0.742
-k 2.723 2.587 q| B A=
] ool
%R 54.468 51.733 ”j‘] :
9. ZAHIe] | 0.870 | 0.770 0.825 | 0.939 R 2.323 2.307
qr 3 Pt 77.434 76.889
58 A N of Cases = 129.0 N of Cases = 129.0
Reliability _ . _
8. F99e | 0.862 | 0.774 0.912 | 0.900 Coefficients N of Items = 3 0 N of Items = 3 0
PAES 3} Alpha = 951 Alpha = 953
FE-S0)
9 0.841 0.926
;’J: 7. FAKe] | 0.843 | 0.791 0.920 | 0.894
M ey e
R o] A=
B 3 o] L7 A=Aq
= [T6. A1 | 0717 | 0.854 0956 | 0.873 e e
’;‘_Vé - ] o = 3 =)
o}]_o,]o - 3.1 AR AujaF o] o =43 % &4
gk 2.726 3.273 .
: A xu] A~EA 2] 90lo] o=
%R 68.145 81.819 Hi o AR Apl=gd 7dadle) ok
11 Aze] % | 0914 | 0.817 0.887 | 0.790 QAR o8 zpo|7}F 9 Ao|tk
12. A9)e] A | 0871 [ 0.834 0.786 | 0.827
A |10. A=l 24| 0.870 | 0.835 0.812 | 0.819
u = 0.875 0.849
;EE ol A ; 3.1.1 ﬂ_ﬁl;q_t,LXJ Au])\iﬂoﬂ 3 2o e-AHAE
=] [14. 7A9)e] 44| 0.748 | 0.870 0.777 | 0.812 AT Ea e | o TR 8T
CIES Roass
N > \=]
F2 (13 A5 714] 0.684 | 0.882 0.747 | 0.841 Fol A
LG 3.378 3.226 o .
T e AN AL A 2Fde] G FRE-AAEE f
B ﬂzlﬁzj]el 0.917 | 0.801 0.815 | 0.621 93t z2o)7} 98 Aotk 7S HAZE] Yste] )
4 A4
16. 0.899 | 0.838 0.866 | 0.507 o wH oot AAIELA 3 A &
8| e 081 o1 & X2 (paired samples) t-test& A3 AT AT
B A el gl o A Aol R Adks w59
s |17 334l F| 0887 | 0855 0.719 | 0.741
2 ] a - =
4 7251 2t} AE 5 AlAA wjE, F=Ap o8- HEAd
s 2.436 1.930
% | 81.201 64,325 s A YA FEoA o5 p<0.0s,
194;7;;3];5} 0.940 | 0.674 0.821 | 0501 p<001 S0l Za%-HZ w7t EARoZ &5
T [20. AT | 0.906 | 0.916 - 0.865 | 0.376 - A Yehton o] AuAER Au|AEA] FHio)
.%_q] . .bo
/ju 0.782 | 0.916 0.608 | 0.732 3t 2QE-AHE o] zjo]r} 9SS o =7} 9l
: At
2.316 1.792
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21. ARRAEA | 0.920 | 0.123 0.821 | 0.513
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3EZ 4
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3. bl 919 71 2 AJA |3.88 [0.90 [3.09 [0.83 [8.93 [0.00 ***
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2} 0] thAE 9 ke
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P

FA9 5T ,
Zmoq) —0.014 [ 0.059 | —0.019 | —0.235 | 0.814sx

Avle] AXE | 0.397 | 0.050 | 0.415 | 7.894 | 0.000sx
Aw]e] Bk 0.085 | 0.061 | 0.090 | 1.393 | 0.164sx
799 g 0.014 | 0.053 | 0.013 | 0.255 | 0.799ssx

A 7] A 0.040 | 0.040 | 0.050 | 1.008 | 0.314sx
byl P R=srafe)

7 el 0.228 | 0.035 | 0.309 | 6.437 | 0.000sx

AAH 32

BRI
7o Bl —0.090 [ 0.054 | —0.100 | —1.663 | 0.097sx

£0
A A=A Q1A | 0107 | 0.029 | 0.138 | 3.678 | 0.000s

R? = 0.676 Adjusted R* = 0458 df = 9 F Value = 51.933
Sig. = .000

#* p<0.1, #x p < 0.05, === p < (.01
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g

1 rlo

Std. :
B Beta t Sig.
Error g
Constant 0.752 | 0.156 4.811 | 0.000wx
A& &40 0.053 | 0.039 | 0.056 | 1.352 | 0.177wx

AZH il
w2l AU 0.157 | 0.035 | 0.169 | 4.448 | 0.000sx
cheyet wlw 0.556 | 0.036 | 0.564 | 15.325 | 0.000#x
A1 eS| —0.018 | 0.032 | —0.023 | —0.569 | 0.570sx
o|®e} A
Hzo] gol4 | —0.053 | 0.027 | —0.073 | —1.976 | 0.049%
R = 0.627 Adjusted R* = 0.393 df =5 F Value = 72.229
Sig. = .000
s p<0.1, #x p < 0,05, #x p < 0.01

3.2.3 MAREAY Y 9] An AT Au~Fde] 35
o} FHEEete] FHA|
Hy g MAREWAS] ATHEA AH2~Fd 74802
AREA WSl o4 ks mA Aot

MAHEHG A (A2 AFAEH Au|=EZ ]
FTAE9} AFET} B vk A9EA g
(Low priority) 22 &5 93] AgFA|d= 44|
317 otk H= dEolgt & 4 gith o] FPE =
A 2=EE 821S 3| FEA S A7 FA o)89 A
24, A/ S B 30, F Al o)A,
AVNAEA BAE Fiho|gh g&o] T JgS
WA AL s & g vk mEkA ZPE S FE A d s
At

¥ 8. I EAgd e Addy-d Auagade) 7499 v
=wele] A

Std. :
B Beta t Sig.
Error 0
Constant 2123 | 0.138 15.362 | 0000
DRENCEE
Lxdi]“jlz 7| 0028 | 0.051 | 0.034 | 0552 | 0581
= =
170 Bido o
A w3l WS | 58 | 0,048 | ~0.049 | —0.788 | 0.4315ex
EEER
FAE o189 -
ggam" —0.116 | 0.042 | —0.155 | —2.745 | 0.006%+
o)
;;E?ﬂ 0.019 | 0.049 | 0.024 | 0.391 |[0.696%x
AN S - =
%_% %‘; 0.375 | 0.055 | 0.473 | 6.857 | 0.000%x
2 AE 2allolA| —0.190 | 0.074 | —0.221 | —2.573 [ 0010+
AR A

B9 ojn)x] 0.088 | 0.079 | 0.099 1.120 | 0.263

AT =
EEREE:
BEY] A=
R? = 0.418 Adjusted Rz = 0.175 df = 9 F Value = 13.059

Sig. = .000
# 4% p<(0.1, #=x p < 0.05, = p < 0.01

0.177 | 0.094 | 0.200 1.881 | 0.060% *

0.002 | 0.066 | 0.003 | 0.036 [ 0.971s#kx
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