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The purposes of this research are as follows: (1) to study the conditions, problems and
obstacles in providing services for the pearl milk tea beverage business; (2) to analyze the service quality
components of the pearl milk tea beverage business; and (3) to study the development of the service quality
model of the pearl milk tea beverage business in Bangkok among Generation Y. This study used an
integrated research methodology, a qualitative research methodology and a quantitative research
methodology.The samples included entrepreneurs and service staff in the pearl milk tea beverage business
and used the interview form.The semi-structured interview was uses as a tool for data collection and four
hundred Generation Y consumers who bought pearl milk tea drinks. The data was gathered through a
questionnaires and processed by SPSS. The statistics used for data analysis included frequency,
percentage, mean, and survey factor analysis statistics.The results of this research were as follows: most of
respondents were female, with an income of more than 35,000 Baht with regard to their service behavior,
and it was found that most of the customers bought milk tea. Most of the days and times for the shops were
Monday to Friday between 12:01-15:00 hours and the majority of the customers bought drinks in department
stores. The reason that they chose this product was because it was a beverage with a flavor that matched
their preferences and lifestyles. The person who has the most influence on decisions to buy these drinks
were themselves. The type of service used was a buy-back and as for the quality of service, it was found that
the factor of the store environment had the highest weight. The second element was the service staff and
included brewing beverages and changing money. The third element was advising customers about which
drinks were the most suitable, such as customers who want sour drinks. The fourth element was that
knowledgeable staff that could give advice, answer customer queries, and to notify the customers every time
a menu item runs out. The fifth element was that the staff considered the service individually in order to meet
the needs of each customer. The shop also had ways for customers to express comments or make

complaints, through comment boxes and call centers

Keyword : Service quality, Beverage business, Pearl milk tea Generation Y Bangkok
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ATMNINNIS LULENIS
nisamseiuiaddlszneunguaoutlsfadaniealy untsiananlsun
AAgziaarlsznay (Factor Analysis) Tnadeulaaasnisiiasnsiasdlsznaunasauls

ALUINIATIZIAITH AN ANNUSTULIND TIANNNI1TATIRFALANNANNUTIZUIN9FILL T

a

o [ %

14 36 AallsAaAATA Barlett's Test of Sphericity wudndaul st Ao uduwusfisysy
WadnAty 0.00 (p<0.00) (Hair et al.,2010) LazA@ia KMO 2avlinitaf luiaaf - aanau
(Kaiser — Meyer — Olkin Measure of Sampling Adequacy) &A1 KMO = 0.878 g m1q1
?*ﬂmﬂzqﬁmmmmmmsﬂmgﬁuﬁﬁqmz%mﬁ*umﬁﬁLm’wﬁmﬁﬂixﬂ@u

KMO and Bartlett's Test

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .878
Approx. Chi-Square 34192.093

Bartlett's Test of Sphericity df 630

Sig. .000

A nlsenad 2 (Kaiser and Rice,1974)

Wathnguaaulsssnaalifnssiesfilszney Tnanisadnesdilszneudios
A edesAlsznaunan (Principal Component Analysis) WL9NANTNUTINesALlsznay
(Factor Loading) 284usazsiandsluisaressilsznaudailimnuunnsneiulidnauaniag
szydudazioutseglundtlsznonln 291435y uunuLuueelsne wea (Orthogonal

. aca] a 5 . = Y o 09, o c 1 o dl o

Rotation) Taedguisuaund (Varimax) asléa1tinminesslsenauaeunazmaudsidaiauunn
1 TnalfauiunsAilsznay (Factor) a1A1y 5 asAlsznauniAlaini (Eigen Values)
v
faws 1.00 1Wudnld Inalnanisiiaseianleainu (Eigen Values) AN3a8azU839A1S

wilsd99u (Percentage of Variance) wazAn3agazaa4a9N Ll sls9udzan (Cumulative

Percentage of Variance) Admn5199 16
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A1979 16 Anlainu (Eigen Values) ANsatiazAdNuwlslsu (Percentage of Variance) wazA1saaazaadmuulslsu

@@N (Cumulative Percentage of Variance)

Total Variance Explained

Component Initial Eigen values Extraction Sums of Squared Rotation Sums of Squared

Loadings Loadings
Total % of Cumulative Total % of Cumulative | Total % of Cumulative
Variance | % Variance | % Variance | %
1 21.252 59.034 59.034 | 21.252 59.034 59.034 8.319 23.108 23.108
2 2.348 6.521 65.555 2.348 6.521 65.555 5.605 15.570 38.678
3 2.227 6.185 71.740 2.227 6.185 71.740 5.604 15.568 54.246
4 1.393 3.871 75.610 1.393 3.871 75.610 4.825 13.401 67.647
5 1.084 3.010 78.620 1.084 3.010 78.620 3.950 10.973 78.620
36 .000 .001 100.000

IHafansunAtinuaaLsazfauls luuAazasflssnatiNan1uuadFAaLle

Tnazatluasdlsznaule Tnalduannisiansanaiminesslsenauaasusazaouls 918

AgegnasluasAtlsznals inedndaulniveyuesdlsznauiunaliinasdnsoulsiding

o 1% o

avAlsznavatnalitizd Aty lun19Ufj iR (Practical Significance) AntinninasAtlsznausiy

F9a81NNIN 0.50 (Hair,et al ,2010) TLHANANTUNFINAANLNUTEFUN LT Hfausgnsin

v
o a
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C24 547
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C2
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Cc1 594

C32 594
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Component Initial Eigen values Extraction Sums of Squared Loadings Rotation Sums of Squared Loadings
Total % of Cumulative Total % of Variance | Cumulative % Total % of Cumulative %
Variance % Variance
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2 2.348 6.521 65.555 | 2.348 6.521 65.555 5.605 15.570 38.678
3 2.227 6.185 71.740 | 2227 6.185 71.740 5.604 15.568 54.246
4 1.393 3.871 75.610 1.393 3.871 75.610 4.825 13.401 67.647
5 1.084 3.010 78.620 | 1.084 3.010 78.620 3.950 10.973 78.620
6 .990 2.751 81.371
7 .837 2.325 83.696
8 .667 1.852 85.548
9 .652 1.812 87.360
10 611 1.698 89.058
11 520 1.444 90.502
12 488 1.355 91.857
13 464 1.290 93.147
14 .359 .998 94.144
15 .313 .868 95.013
16 .290 .806 95.818
17 .269 748 96.566
18 .235 .652 97.219
19 .216 .601 97.820
20 .204 .566 98.386
21 A7 AT4 98.860
22 142 .396 99.256
23 112 .31 99.566
24 100 277 99.843
25 .019 .053 99.896
26 .012 .032 99.928
27 .008 .021 99.949
28 .004 .012 99.962
29 .004 .010 99.972
30 .003 .009 99.981
31 .002 .007 99.988
32 .002 .004 99.992
33 .001 .004 99.996
34 .001 .003 99.998
35 .000 .001 99.999
36 .000 .001 100.000
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