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difference between a customer's expectations before receiving a service and
their perceptions of the service received. In wooden furniture companies; the
quality of sales services enhances customer satisfaction and helps foster long-
term relationships. Accordingly, this study aimed to measure the quality of
sales services provided by home wooden furniture companies by analyzing the
gap between customers’ expectations and perceptions.

Methodology: Customer satisfaction with service quality was measured across
five dimensions: reliability, responsiveness, assurance, empathy, and
tangibles. The main data collection tool was a modified SERVQUAL
guestionnaire, adapted to the context of wooden furniture sales services based
on previous studies and research conditions. The research questionnaire was
presented in three sections. The first section related to the demographic
characteristics of the respondents. The second section of the questionnaire
included 22 questions about the desired status (expectations) of customers
regarding the quality of sales services, and the third section included the same
number of questions about the current status (perceptions) of the respondents.
The questions were scored using a five-point Likert scale. To examine the
questionnaire’s validity and reliability, content validity methods and
Cronbach’s alpha coefficient were employed. The statistical population of this
study consisted of all customers visiting retail stores selling wooden home
furniture in the city of Tehran. As the population was effectively infinite, a
sample size of 386 respondents was determined. In this research, descriptive
statistics including frequency distribution, mean, and standard deviation were
used to describe the study variables. For hypothesis testing, the Wilcoxon test
was used, and to rank the service quality dimensions from the customers’
perspective, the Friedman test was employed using SPSS software.

Results: The results indicated that in home wooden furniture companies,
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customer expectations exceeded their perceptions in the all five dimensions of
the SERVQUAL scale. The examination of the mean expectations and
perceptions for each dimension of the SERVQUAL scale indicates a large gap
in the sales services provided; such that the largest gap between customers’
perceptions and expectations in home wooden furniture companies relates to
the responsiveness dimension (-1.27), and the smallest gap belongs to
reliability (-1.13). The results of the Wilcoxon test for sales service quality and
each of its dimensions showed that the gap between customers’ expectations
and perceptions in home wooden furniture companies is significant at the 99%
confidence level. It should be noted that this gap is negative, meaning that
individuals’ expectations exceed their perceptions. The results of the Friedman
test, regarding the prioritization of gaps across the dimensions from
respondents’ viewpoints showed that empathy received the highest rank and
physical factors the lowest. A lower mean rank indicated a larger gap between
perceptions and expectations.

Conclusion: In purchasing a variety of wooden furniture products, customers’
perceptions of the physical appearance of the purchased furniture, the neatness
of sales and service staff and their methods of communication with customers,
and the modernity and proper arrangement of company facilities in accordance
with the type of services offered all fell short of their expectations. In the
reliability dimension, the smallest gap between customer expectations and
perceptions was found in the quality of sales services. In the direct showrooms
of wooden furniture manufacturers, the ability to communicate with customers,
sensitivity to customer needs, and the staff’s competencies to provide services
affect customer satisfaction. Today, increased competition in the export market
for diverse wooden furniture products has prompted many companies to
consider service quality- including sales services- as a strategic tool in their
operations.
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Table 1- Demographic characteristics of the respondents

Variable Frequency Percentage (%)

Age (Year) <30 269 69.9
31-40 58 15

41-50 38 9.9

>50 20 5.2

Gender Female 134 348
Male 251 65.2
High School Diploma or lower 178 46.2
Education Associate’s Degree 94 24.4
Bachelor’s Degree 70 18.2
Master’s Degree or higher 43 11.2
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Table 2- Respondents' perceptions of sales service quality dimensions based on demographic characteristics

Mean
Characteristics Mean Standard Mean Standard
. o ) Standard  perceptions o Total Mean Total
perceptions  Deviation perceptions o Deviation )
Deviation by perceptions  Standard
by Gender by by Age ) by o
) . by Age Education ] Deviation
Dimensions Gender Education
Reliability 3.26 0.58 3.26 0.583 3.278 0.571 3.27 0.578
Responsiveness 331 0.82 3.31 0.82 3.345 0.666 3.321 0.77
Assurance 341 0.6 341 0.6 3.434 0.604 3.42 0.601
Empathy 3.18 0.48 3.18 0.482 3.182 0.484 3.18 0.482
Tangibles 3.31 0.54 3.31 0.543 3.322 0.543 3.314 0.542
Total 3.29 0.48 3.294 0.605 3.312 0.574 3.299 0.553
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Table 3- Cronbach’s alphas for individual dimensions of sales service quality

Dimensions No. of items Cronbach’s- alpha Cronbach’.s alpha
(expectations) (perceptions)

Reliability 5 0.921 0.751
Responsiveness 4 0.861 0.806
Assurance 4 0.710 0.712
Empathy 5 0.842 0747
Tangibles 4 0.814 0.770
Total 22 0.944 0.913
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Table 4- Normality test of the research variables

Dimensions Sig . Z Statistic Results
Reliability 0.000 2.45 Rejected
Responsiveness 0.000 2.28 Rejected
Assurance 0.000 2.60 Rejected
Empathy 0.001 1.99 Rejected
Tangibles 0.000 2.98 Rejected
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Table 5- Comparison of mean perceptions and expectations in different dimensions

Dimensions Mean Expectations Mean Perceptions Difference (Gap)
Reliability 4.40 3.27 -1.13
Responsiveness 451 3.24 -1.27
Assurance 4.55 341 -1.14
Empathy 4.40 3.18 -1.22
Tangibles 4.45 3.31 -1.14
Total 4.42 3.28 -1.14
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Table 6- Results of the Wilcoxon test to examine the significance of the gap between perceptions and
expectations of sales service quality
Hypotheses Factor/ Mean Rank of Mean Rank of  Z-value Significant Results
Dimensions Expectations Perceptions Level
Hi Service Quality 199.04 20.08 -16.88 0.000 HO rejected at p < 0.01
H2 Reliability 189.27 57.35 -15.96 0.000 HO rejected at p < 0.01
Hs Responsiveness 195.37 10.33 -16.88 0.000 HO rejected at p < 0.01
Ha Assurance 190.18 59.44 -16.19 0.000 HO rejected at p < 0.01
Hs Empathy 193.86 31.78 -16.44 0.000 HO rejected at p < 0.01
He Tangibles 195.50 47.53 -16.38 0.000 HO rejected at p < 0.01
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Table 7- Results of the Friedman test for comparing the gap in perceptions and expectations

Dimensions Mean Rank Rank
Reliability 3.19 4
Responsiveness 2.89 3
Assurance 2.88 2
Empathy 3.46 5
Tangibles 2.58 1
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