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ABSTRACT

The objectives of this study were to investigate :1) factors on demography,
trustworthiness and reliability, rapidness of service quality, assurance of confidence,
attention and understanding of consumer feeling, and touchableness having an
effect on satisfaction of service uses of Index Living Mall and S.B. furniture; 2) factors
on demography, attitudes toward the brand, and repurchase behavior having an
effect on brand loyalty of service user of Index Living Mall and S.B. Fumiture ; 3)
comparision of service quality by service users of Index Living Mall and S.B. Furniture
; 4) comparision of brand loyalty of service users of Index Living Mall and S.B.
Furniture ; and 5) service quality having an effect on brand loyalty. A set of
guestionaires was used for data collection administered with a sample group of 400
people. Frequency, percentage, mean , and standard deviation were used for the
statistical treatment. Besides, T-test, F-test, and multiple regression were used for
hypothesis testing.

Results of the study revealed that most of the respondents were female, 26-
35 years old, bachelor’s degree graduates, employees, and their and average
monthly income range was 15,001-25,000 bath. It was found that the respondents
had a high level of satisfaction with the following: trustworthiness and reliability,
rapidness of service quality, assurance of confidence, attention and understanding of

consumer feeling, and touchableness. The respondents had a moderate level of
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brand loyalty of Index Living Mall and S.B. Furniture based on attitudes toward the
brand and repurchase behavior.

According to the hypothesis testing, male and female had no difference in
satisfaction with the service quality. However, there was a statistically in terms of age,
educational attainment, occupation, and an average income. Besides, it was found
the there was no difference in the respondent satisfaction with the service quality.
Based on its details, there was a statistically in terms of assurance of confidence and
touchableness. Regarding demographic factors, it was found that there was a
statistically on the basis of sex, age, education attainment, occupation, and an
average monthly income. Based on its details, it was found that there was in terms of
attitudes toward the brand and repurchase behavior. In addition, it was found that
the respondent satisfaction with the service quality had an effect on brand loyalty

with a statistical.



