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Service Marketing Mix Factors Influencing Consumers’ Decision-making in

Choosing Café in Bangkok
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Abstract

Title: Service Marketing Mix Factors Influencing Consumers’ Decision-making in
Choosing Café in Bangkok

Researcher:  Miss Krittima Neraphusri

Degree: Master of Business Administration
Major: General Management
= N\
Adyvisor: Drre(’_,‘{'lw\")

(Dr. Teetima Piyasirisilp)
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The purpose of this research was to examine the service marketing mix factors influencing
the decision to choose café in Bangkok. The sample consisted of 33 key informants residing in
Bangkok. The research adopted a qualitative approach, with data collected through in-depth
interviews using semi-structured interview.

The research findings revealed that service marketing mix factors including product, price,
place, promotion, people, physical evidence and process all impacted the decision to use café in
Bangkok. The top three factors prioritized by key informants were product, physical evidence and
people.

As for product, key informants noted that beverages and desserts aligned with their
preferences, there was a wide variety of menu items, the ingredients were of high quality and fresh,
and cafés continuously developed new beverage and dessert.

The next most prioritized factors were physical evidence, including cleanliness in all areas
of the café, a pleasant and appealing atmosphere and spatial layout aligned with usage purposes.
The people factor emphasizes staff attitudes and interpersonal skills, smiles, friendliness,

attentiveness to customers and technical skills in beverage preparation.

Keywords: Service Marketing Mix, decision-making, café, Bangkok.
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