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Abstract

The purposes of this research were to 1) investigate the service quality management
of fresh coffee shop entrepreneurs in Songkhla Province after the coronavirus disease 2019
(COVID-19) pandemic, 2) evaluate customer satisfaction with the service and the management,
and 3) offer guidelines for managing the service quality after the crisis. The study took a mixed-
methods approach, integrating both quantitative and qualitative procedures. The quantitative
data was collected by means of questionnaires from 384 customers of the coffee shops. The
statistics used to analyze the data were percentage, mean, and standard deviation. The
qualitative data was obtained by means of semi-structured interviews. 127 managers of the
fresh coffee shop entrepreneurs were purposefully invited to participate in the interviews. A
content analysis was carried out on the interview data. The analysis found that the quality of
the management was at a high level and was affected by these factors: responsiveness,
understanding, customer recognition, promptness, dependability, and trustworthiness. The
customers’ satisfaction was also at a high level. The satisfaction was concerned with a non-
smoking or similar policy, airborne disease prevention measures, availability of e-payment or
measures for case payment, including a service tray, wearing a glove or a mask, an open-air
service area, a cleaning area with soap, or no less than 70% alcohol gel. As for guidelines for
managing the service quality after the COVID-19 pandemic, it was recommended to include

screening for illness, disease prevention, and cleaning measures.

Keyword: fresh coffee, quality service, coffee shop entrepreneur
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