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ABSTRACT
This research aims to 1) study the importance of service marketing mix, customer
experience management, and revisit intention of JPG coffee shops and 2) service marketing mix
and customer experience management affecting revisit intention of JPG coffee shops in
Guangzhou, Guangdong. This is a quantitative research. The sample are people who have visited

JPG coffee shops in Guangzhou was 385 people by multi- stage sampling method. The research
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instrument was a questionnaire, and the statistics included frequency, percentage, mean, standard
deviation, and multiple regression analysis.

The research found that service marketing mix. The overall picture is at a high level. When
sorted from highest to lowest, it is understanding the personnel being rated the highest, followed
by promotion. The customer experience management. The overall picture is at a high level. When
sorted from highest to lowest, it is understanding the sense marketing rated the highest, followed
by relate marketing and think marketing. Regarding revisit intention. The overall picture is at a high
level. When sorted from highest to lowest, it is understanding customers are likely to recommend
the coffee shop to others, followed by a certainty of returning and sharing positive experiences.
The results of testing the research hypotheses found that service marketing mix, the physical
evidence price and personnel affecting the revisit intention with statistical significance at the 0.05
level. Explains the variability in the use of the service marketing mix at 36% (R?2 = 0.360).
Additionally, customer experience management, particularly relate marketing and act marketing,
affecting the revisit intention with statistical significance at the 0.05 level. Explains the variability in
the use of the service marketing mix at 73.3% (R? = 0.733).

Keywords: Service Marketing Mix, Customer Experience Management, Revisit Intention,
Coffee Shop
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