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ABSTRACT

This research aims at evaluating the service quality of the True Coffee branches at
universities and comparing the expectations and perceptions of customers toward the services of
the True Coffee, university branches. The research sample group was undergraduates who were
studying at universities. There are 8 local branches, 50 sets for each branch, the total is 400 sets;
a questionnaire was used as a tool to evaluate the quality of service according to the concept of
Parasuraman and fellows to collect data, processed by a computer program. The statistics used
in data analysis were Percentage, Frequency, Mean, Standard Deviation, the analysis of Paired
Samples T-Test.

The results found that clients, students or samples of the study, of the True Coffee
branches, at universities were mostly females: 53.50 percent; aged not more than 19 years: 31.50
percent; followed by 20 years: 26.25 percent; mostly third-year students: 31.25 percent; followed
by second-year students: 28.50 percent, and who mostly earned the income of 8,001 to 10,000
Baht: 31.00 percent; followed by those with an income of 6001-8000 Baht: 26.50 percent.

Customers have a level of expectation toward quality of service at the highest level,
with the mean of 6.30, and the level of perception toward service is at the highest level, with the
mean of 6.42. When comparing expectation and perception toward service quality, the result
showed that the level of perception toward service quality had the mean value exceeding the
mean value of expectations. It was concluded that customers are satisfied with the service quality
of True Coffee shop at universities.

The expectation from service quality and the perception of service quality that was

actually received were different, with the statistical significance at the level 0.05.
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A (%] Jd (Y] (Y]
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VBIPNAN
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Y a [} = a a
5. ﬂ'l'i(lﬂﬂiﬂ'lii’]EJW\HJ‘]JiZfTVI‘ﬁﬂTW!Lﬁ% ,
~ 6.51 0.72 q@ﬂq@
NAUNTN
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[ 3 9
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NAIYNUUAL T DA
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G q

A3
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4. m3lausmslunamazaindmiy g
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MINN 4.13 : AUz aITEAVUNINTFIUYRITEAVNITUIITIA0AUNINUTNS

U

MUMTADVAUDI
AMUMWLSNTAIUNINBUAUDY X S.D. szAUMsSug
Y 9 A Y a
1. ANuN3ouvoanInUN 1M UMM g
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2. ANUNTEADTOS UVDINT AN UNIZ NSNS g
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{ Aad I
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5. myusmadluludreausiasiu ,
=
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AU UANET
59U 6.43 0.61 gatiga
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U Q
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E' Q
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Y oA A N = v Y ~ A A
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[ o [ @ { 1 {
5. ugUanyainIeanNen I (Tangibles) InMssui luszaugaiiga Taelinunae

AZUUUMIAY 6.35 AIUTIULUINATFIUTANNINY 0.56 ALAAITUAIT19N 4.14

M3199 4.14 : Aundeuazdrndouuunasgiuvesszaumssuaenaninmsuinmsn 145y

a Y ' kY
%Nmm’gﬂﬂﬂuumxmu
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2. mm%’nmmﬁ"u% (Assurance) 6.40 0.62 qaﬁqﬂ
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5. MIABUAUDI (Responsiveness) 6.43 0.61 qaﬁqﬂ
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Tugmuanuuusede FINMANUUANAIYDIAURTENIND 0.11 HonINHiana 3w 1Ty

< 1 =t = A Y Y a
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M15199 4.15 : AMULANANTZHINANUAAN WA MTTUS D5 IA0AUNINNITUTNITVDIGNAT
Tuduanutiuiyens
LA
- AN
AMUMNMSIIHUIMS oy 5 ANNNR1Y
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MUANNUUYDO AORUNIN
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A A Y a
2. ANNUYDD 1UMT IHLTNS
. 6.26 6.13 0.13 wolawin
YDININY
3. A3 lwsesvesdud
- . 6.34 6.26 0.08 wolayn
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9NADY
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Y N v Ly 6.42 6.41 0.01 wolawn
Huassanuain laudalingu
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1MISeuReUA NV IWATNITTUTITINOAUNNATUITAT WU HNFNY
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1e52an wun uﬂﬂﬂymmnm’e)%m1ﬂ1uL§6ﬂﬂ131inﬂ15LLﬂqﬂﬂ1L‘1Ju’e)EJNﬂTﬂEJ
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M15199 4.16 : AULANANTZHINANUAAN WA NMTTUS DT IA0AUNINNITUTNITVDIGNAT

U

Tudrumsadiaanuiiula

S EZall]
- AN
AMUMNMSIIHUIMS oy 5 ANNNelY
y 5 . MI5u3(P) | MAaKdy | P-E ,
mumsadrennusiule AORUNIN
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1. M3 luImsungnailued1ea
; 6.33 6.11 0.22 wolann
Taodinguo
2. anuidaniiulavesgnailu
Y A7 6.34 6.21 0.13 wolawn
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NMISsuMeun UMK TIaENTSUIITIRNOAUMNMTUINT WU WARNEN
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=
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M5199 4.17 : AMULANANTZHINANUAAN WA MTTUS D5 IA0AUNINNITUTNITVDIGNAT

U

@ o
Tudugddnuainemenin

. - o AN szAUANNND]D
AUMNMSIFUIMS M35u3 5 '
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PRERS VAR A ! ' A o v Y Aa
Gumgﬂm"lm‘ﬂu@mm FIUATAITUUANATNUDIAURAYUDIAITUATA N INLASNITIVIVIN

WINAGANING 0.20 Aauaadlumsnan 4.18



39

M15199 4.18 : AULANANTZHINANUAAN WA NMTTUS DT IA0AUNINNITUTNITVDIGNAT

U

Tudumsauaolold

. - o AN STAUANNWDID
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5. Mamiadawalse Teytvesgnm
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M5199 4.19 : AULANANTZHINANUMANTWAZNMTTUS DT IA0AUNINNITUTNITVDIGNAT
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AUMSABVAUDY P) ADAMNN
(E) )
MIUIMS
Y Y] ~
1. AUNW3 BNV INNIUNE
v - D v uge 1 6.35 6.27 0.08 wolawn
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3. M3uaeIignAIMIIUeI1IFAI LN
Yo a QBJ} d‘ [} 9
awldsvusmstuiela i azdoq
g 4 S 6.46 6.24 0.22 wolawn
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593 6.42 6.30 0.12 walann

{ _a d 4 a
daufl 3 Inszvideyamoaylnamsnagevannfigiu

auudagiulumsive : szauanuman ez mssuiaenunums Iiusmsues

31U True Coffee a1 luumINedes HA1uLANAIINU

1INMINATOUAIWAIADA Paired Samples t-test N5zAVTod 1R 0.05 WU WNANYN

[ [ a a ' [ y o S
ﬁﬂ')"liJﬂ"lﬂW’NLLﬁgﬂ']ﬁ'i‘]Jq%:i]ﬁQ@ﬂﬂ"ﬂ/‘l333J“1|@\1f’]‘i1!ﬂ"l‘1/‘|ﬂ15‘]_15ﬂTﬁLLWﬂﬁTQﬂu Lﬁaﬁnuumﬂu

AU AnAnplinnumeniuezmssuieswanainuluduanuiuions

Y ) o Y 1 Y 1 ] o 4
QWUﬂﬁﬁiNﬂ’ﬂl}ﬁJuii} @1uﬂ15@!ml’ﬂﬂ%1ﬁ UAZATUNITAD U U umiumugﬂaﬂym

namen 1 inAndinnumaniuesmssuaseaenunmmsuims uenaiany

AR IUMT19N 4.21



A9 4.21 : wamsmﬂﬁ’auauuﬁgm

42

Y- ANNAMAKI MI5u3 Sig.
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X S.D. X S.D.
1 tﬂl A
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6.24 0.63 6.40 0.62 -6.173 0.000
(Assurance)
[ 4
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(Empathy)
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6.29 0.61 6.43 0.61 -5.927 0.000
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3N 6.30 0.53 6.42 0.53 -6.014 0.000
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