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A Study of Service Quality on Take-away Tea Drinking
Franchisees
Jen-hui Chuang™®, Sheng-Wei Juan™*

Abstract

Based on the perspective of the service quality gap model proposed by scholars
Parasuraman ~ Zeithaml and Berry (1985), this study aimed to investigate the important
factors of the service quality and the consumer behaviors in the take-away tea drinking
franchisees. The study implemented a questionnaire survey as the main research method to
collect and analyze the data. A structured questionnaire was distributed randomly to those
who used to purchase drinks at franchisees. This study successfully collected 177 effective
samples. The valid data was analyzed by the factor analysis, ANOVA, and T-test. The
reliability Cronbach’ s @ was 0.915. The findings were as follows: 1. The service quality
consisted of the five factors: physical, reliability, reactivity, assurance and concern. 2. The
consumers considered the reliability and the assurance as the most important factors. 3. For
those consumers who had the varieties of gender, age, education and occupation, there
were no significant differences on the factors of the service quality. 4. The consumers with
different consumer behaviors had different perception toward the factors of the service
quality. The area convenience and the recommendations were the most of all the factors.
The service quality factors were significantly affected by the two main buying factors and
the price. Finally, based on the result analysis, this study provided several valuable
suggestions to take-away tea drinking franchisees for better service quality.

Key words: Take-away Tea Drinking Franchisee, Service Quality, Consumer Behavior
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