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ABSTRACT

This research had two main objectives: 1) to study the acceptance of Generation Z
consumers regarding the service quality of maid cafes, and 2) to examine the decision-making

process of choosing maid cafes. The sample comprised 400 individuals from Generation Z who



had previously used maid cafe services in the Bangkok metropolitan area, selected through
simple random sampling.

The data analysis utilized statistical measures including frequency, percentage, mean,
and standard deviation, alongside multiple regression analysis and Pearson correlation analysis
to determine the relationship between service quality factors and the decision-making process.

The research revealed that the majority of respondents were female, held a bachelor's
degree, worked as private sector employees, and had an average monthly income between
10,001 - 20,000 THB. Most participants learned about maid cafes from cartoons, manga, and
animation, and chose to visit out of curiosity, with a frequency of 1-3 visits per month and an
expenditure of 300 THB or more.

In studying the service quality factors, it was found that service quality had a moderate
relationship with the decision-making process at 68.80% (R=0.688) and could explain 47.30% of
the variance (R Square = 0.473). The factors of reliability and assurance showed a significant
positive correlation at the .05 level. In contrast, the factors of physical evidence, responsiveness,
and empathy also showed a positive correlation with the decision-making process but did not

significantly influence the decision to use the service.

Keywords: Service Quality, Purchasing decision, Generation Z, Maid Café
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