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FuseegnsBateunndiu 2) wanisliesei IPA Fdunisnovauewonudonis
YosgnALaLAIuANAINDIMTHaELAS BeA Nagludrumsauauls (Concentrate
Here) damsissUsuuss 3) gndnfevas 57.50 dneglunguiatiuayu (Promoters) uaz

4) nan153LATIZYNIsaRneENAMNUIT aruntseilalduazainudilagnén (B =

aa

383) UazAuAMNINeIIsHaziAIesRu (B = .689) ddnSwaidauandeninuddlaly
nsiuztreed9lidud1Agnieeda Tnefunusie 6 ausiuiuesuieanuulsusule
Joeaz 60.80

o/

ANEARY: AMININNITUSNNT, DINESERY, IPA, anudslalunisuuzise

Abstract

This research aimed to: (1) examine customers' expectations and
perceptions of service quality; (2) evaluate the restaurant's service quality using
Importance—Performance Analysis (IPA); (3) investigate customers' intention to
become promoters through recommendations; and (4) examine the influence of
perceived service quality on customers' intention to recommend Bubble Bar,
Mueang District, Khon Kaen Province. This quantitative study collected data from
120 customers using a questionnaire developed based on the DINESERV model
combined with food and beverage quality dimensions, covering six service quality
dimensions. A seven-point Likert scale was employed. Data were analyzed using
descriptive statistics, Importance-Performance Analysis (IPA), Net Promoter Score
(NPS), and multiple regression analysis.

The results revealed that: (1) customers reported very high levels of both
expectations and perceptions of service quality across almost all dimensions; (2)
IPA indicated that Responsiveness and Food and Beverage Quality were

positioned in the "Concentrate Here" quadrant, suggesting that these dimensions
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should be prioritized for improvement; (3) 57.50% of the customers were
classified as Promoters; and (4) multiple regression analysis showed that Empathy
and Customer Understanding (B = .383) and Food and Beverage Quality (B =
.689) had significant positive effects on customers' intention to recommend the
restaurant (p < .05). Collectively, the six service quality dimensions explained
60.80% of the variance in customers' recommendation intention.

Keywords: Service quality, DINESERV, IPA, Intention to recommend
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el fAnwnTasegndlfuuifn DINESERV 904 Stevens, Knutson and

Patton (1995) $9UAULUIANAMAINDINITHALLATOIAUYBY Kumar Rai, Singh, and
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Upadhyay (2024) nM93inszianudfguazaanisu i (IPA) vas Martilla and
James (1977) wazn15Tan1ud slauugiieiasae Net Promoter Score (NPS) 184
Reichheld (2003) laUsifiunaininnisuinsvesiuiuifausesadussuy uas
spyUsziuimassUiuugs suasiduusslewidoduszneunis wiinau glduinng

a v oa & A
waggsnvanutuiiedulunusely

199UsaIAYDINTIY

¥

1. Wisfnwanuaianiwaznissuiaanmnisusnisvesgnaiuduidauns

Y 9

DNDLDI TINIAVDULNY

[y

2. wisUssiliununInn1suinsvesiutudauis mensinsisianudfgy
wazNan1SUJURY (IPA)
3. Wiefnwiauadalunsdudaivayuniswusiisevesgnasuduidauis

14

4. 1N BANYIANUAUNUSTZMINNNITTUS AUAINAISUS NsHuAuadlalunis

U 9

o |

wuzdwievesgnAiuduilauns dwnewdles Jarinveuun

a a o
#UUNZIUNTIY
mssuinanmnisuinisvesgnandnuduiusiuaussladudaduayunis

wuzihdesmdudauns dunedies Jswiaveunnu lvfugau

A1INUNIUITIUNITIA

1. Stevens, Knutson, and Patton (1995) T Wau1wuus1aee DINESERV 34
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