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Abstract

This research aims to analyze the factors influencing consumer decision-making when selecting
services at OK Coffee. A qualitative research methodology was employed, utilizing in-depth
interviews with 5 key informants who are active customers in Phuket, selected through purposive
sampling. The research instrument consisted of a semi-structured interview guide developed
based on the Services Marketing Mix (7Ps) framework and digital marketing communication
strategies. Data were analyzed using content analysis under strict research ethics and
confidentiality standards.

The findings reveal six primary factors influencing service selection: 1) consistent beverage taste
and quality standards, 2) the availability of health-conscious menu options, 3) price-to-quality
reasonableness, 4) confidence in hygiene and cleanliness of the premises, 5) rapid access to
information via social media (Facebook), and 6) the service identity of staff who demonstrate an
ability to respond to personalized customer preferences.

The results indicate that product, price, personnel, physical evidence, and digital marketing
communication play a crucial role in enhancing customer satisfaction and retention. The study
suggests practical recommendations for the establishment to maintain product quality standards
through standardized recipes and to enhance digital interaction to foster long-term brand
engagement and competitive advantage.

Keywords: Consumer decision making, Services marketing mix (7Ps), Coffee shop,
Digital marketing communication
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