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Abstract

Keywords: This research aimed (1) to examine the demographic characteristics of people in
Bangkok and its vicinity that affect their decision to use gel nail and spa services, and (2) to
study service quality factors influencing the decision to use gel nail and spa services among
people in Bangkok and its vicinity. This quantitative research employed an online questionnaire
to collect data from 405 respondents who had previously used such services. The data were
analyzed using descriptive and inferential statistics.

The results showed that most respondents were female, aged 20-29 years, single, held a
bachelor's degree, worked as private company employees, had an average monthly income of
10,001-20,000 baht, and resided in Bangkok. Regarding service quality, respondents reported
high to very high levels of agreement across five dimensions: reliability, responsiveness,
assurance, empathy, and tangibles.

Analysis of consumer decision-making processes revealed high to very high levels of
agreement in all stages: problem recognition, information search, evaluation of alternatives,
purchase decision, and post-purchase behavior. Hypothesis testing found that demographic
factors—gender, age, average monthly income, and area of residence—significantly influenced
service use decisions, while marital status, education level, and occupation did not show

significant differences.

Furthermore, hypothesis testing indicated that all five dimensions of service quality significantly
influenced the decision to use gel nail and spa services at the 0.05 level of statistical
significance, with R = 0.813 and R Square = 0.662, indicating that service quality factors could
explain 66.2% of the variance in service use decisions.

Keywords: Service Quality (Parasuraman, Zeithaml & Berry, 1990); Decision-making in
Choosing Gel Nail and Spa Services among Bangkok Metropolitan Area Consumers (Kotler &

Keller, 2016)
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