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ABSTRACT

This research aims to study the level of service quality, customer satisfaction, and
the influence of service quality on customer satisfaction in purchasing products from Lounge
Lovers furniture store in Bangkok. The study framework is based on the model of
Parasuraman, Zeithaml & Berry, 1985 which consists of five dimensions: 1) Tangibility, 2)
Reliability, 3) Responsiveness, 4) Assurance, and 5) Empathy. The sample consists of 400
customers, selected using convenience sampling, and data was collected using a
questionnaire.

The research findings indicate that most respondents purchased furniture for personal
residential use, were female, aged 31-40 years, held a bachelor's degree, worked as
company employees, and had a monthly income of 25,001-35,000 THB. The majority were
interested in sofas, with a preference for aesthetically pleasing, modern, and minimalist
designs. Customers who had previously purchased products from Lounge Lovers reported
concerns regarding the value for money. A multiple linear regression analysis revealed that
all five dimensions of service quality significantly influenced customer satisfaction. Among

them, reliability had the greatest impact on customer satisfaction.

Keywords: Lounge Lovers furniture store Bangkok, service quality, tangibility, reliability,

responsiveness, assurance, empathy.
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