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Abstract

This study “Perception of Utility and Servicescape on Customer Loyalty
for Premium Coffee Shops in Bangkok” was a quantitative research with three
objectives: 1) to study the effects of the perception of utility on customer loyalty
for premium coffee shops. 2) to explore the effects of servicescape on customer
loyalty for premium coffee shops and 3) to analyze the effects of the perception of
utility and servicescape on customer loyalty for premium coffee shops in Bangkok.
Questionnaires were used as a tool to collect data from 400 customers of premium
coffee shops in Bangkok. Descriptive statistics and Structural Equation Models (SEM)
were employed to analyze the data.

Results indicated that the adjusted model of customer loyalty for premium
coffee shops was fit with the empirical data. Utility and servicescape factors in
the adjusted model could account for 78 percent of the total variance in customer
loyalty for premium coffee shops. Both utility and servicescape had positive direct
effects on customer loyalty for premium coffee shops. The utility had a higher
effect on customer loyalty than servicescape (0.680 > 0.223). The influence of
ownership utility was found the most important factor affecting customer’s loyalty
for premium coffee shops in Bangkok; hence, it was the first factor that premium
coffee shop operators should focus on improving if they attempt to uplift the
loyalty level of their patrons.

Keywords: Utility, Servicescape, Premium Coffee Shop
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