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A Comparative Study on Service Quality for Coffee Chain Stores
—The Empirical Study of Starbucks and 85°C
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ABSTRACT

The purpose of this study was attempted to investigate the differences in service quality of the coffee chain stores
between Starbrucks and 85°C, through a questionnaire by randomly sampling. One-hundred and fifty-seven
available data were collected and then analyzed for the study. Results showed that the differences in scores of
service quality (those were composed of five scales including tangibles, reliability, responsiveness, assurance,
and empathy) perceived by the respondents did exist between the two coffee chain stores. Starbrucks were
superior in 14 of 15 quality items that revealed significant differences in quality scores (all p<0.05), among all
19 items. However, the respondents perceived the better quality in price item in 85°C than that in Strabruck
(4.18:3.69, p<0.01), even the latter perceived the better quality in overall satisfaction item (4.81:4.39, p<0.01).
Our study suggests that, besides the improvement in service quality, 85°C should strengthen the advantageous in

low-price strategy to differentiate with Starbrucks and compensate the relative weakness in service quality.
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15 | AR5 N B ZE i HIRGE: 123 4 5 6|1i2 3 4 5,6
16 | RS AENfRREIFREES | 20 2 3 4 5 6|1 2 3 4 5 6
17 | BRSSP B E RS 1 2 3 4 5 6|1 2 3 4 5 6
18 | s AL B AR 1.2 3 4 5 6|1 2 3 4. 5 6
19 | &hMHRHR A 2R 5 B TE R 1.2 3 4.5 6|1 2 3 4 5 6
20 | 2 E RV EIRE 1123 |4|5|6[1]2|3]|4|5]F6
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