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Abstract

This research aimed to 1) Study customers’ expectations and perceptions of service quality at Dusit
Serve Coffee Shop, Suan Dusit University, Trang Campus, 2) Develop a service quality development model for
creating added value, and 3) Evaluate the appropriateness and implementation of the developed model. The
study employed a mixed-methods research design. Quantitative data were collected from 400 customers of
Dusit Serve Coffee Shop selected through convenience sampling, while qualitative data were obtained from 7
key informants involved in service operations. The research instruments consisted of a questionnaire, an
interview form, and an evaluation form. Quantitative data were analyzed using frequency, percentage, mean,
and standard deviation, whereas qualitative data were analyzed through content analysis. The findings revealed

that customers’ expectations and perceptions of service quality were overall at a high level. The highest
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expectation was found in the assurance dimension, followed by empathy, reliability, responsiveness, and
tangibles, respectively. In terms of perception, assurance ranked highest, followed by empathy, reliability,
tangibles, and responsiveness, respectively. However, customers’ perceptions were lower than their
expectations, particularly in the responsiveness dimension. Based on the quantitative and qualitative findings,
the CARE Model was developed as a service quality development model for creating added value. The model
consists of four dimensions: Competency, Atmosphere, Responsiveness, and Excellence. The evaluation of the
model was overall at the highest level, encompassing feasibility, propriety, accuracy, and utility, respectively.
Additionally, service staff’s satisfaction with the service quality development manual after implementation was
at a high level. The findings suggested that the CARE Model can serve as a practical guideline for improving
service standards and supporting added value creation in coffee shop services.

Keywords: Development Model, Service Quality, Value Added Creation, Dusit Serve Coffee Shop
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Figure 1 Conceptual framework for research
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Table 1 Expectation and Perception of Service Quality of Dusit Serve Coffee Shop

Service Quality Expectation Perception
Mean S.D. Interpretation | Mean S.D. Interpretation
Tangibles 4.25 0.62 High 4.28 0.56 High
Reliability 4.33 0.64 High 4.34 0.61 High
Responsiveness 4.32 0.66 High 4.24 0.67 High
Assurance 441 0.65 High 4.44 0.61 High
Empathy 4.38 0.66 High 4.43 0.58 High
Overall mean 4.34 0.65 High 4.35 0.61 High

Synthesized by: Tuntiekaratana & Nachaisin (2025)
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Kaiser-Meyer-Olkin Measure of Sampling Adequacy .945
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Sig. .000
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Table 3 Rotated Component Matrix of Service Quality Perception at Dusit Serve Coffee

Shop, Suan Dusit University, Trang Campus

Initial Eigenvalues Extraction Sums of
Component Squared Loadings
Total % of Variance  Cumulative % Total % of Variance Cumulative %
1 14.255 52.798 52.798 14.255 52.798 52.798
2 1.347 4.990 57.788 1.347 4.990 57.788
3 1.191 4411 62.199 1.191 4.411 62.199
4 1.047 3.879 66.078 1.047 3.879 66.078

Synthesized by: Tuntiekaratana & Nachaisin (2025)
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Figure 2 Service Quality Development Model (CARE Model)
Synthesized by: Tuntiekaratana & Nachaisin (2025)
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