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Abstract

This study explored whether the quality of service will affect customer
relationship and customer satisfaction from the point of view of the store, and
ultimately affect the loyalty of its customers. This study explored the
relationships among the four variables, where service quality was treated as an
independent variable, customer relationship and customer satisfaction were
intermediary variables, and customer loyalty was viewed as a dependent
variable. Some statistical methods such as independent samples T test, one-way
ANOVA, and regression analysis were employed to verify whether the
hypotheses hold.

According to the analysis results of this study, we found that: (1) service
quality has a significant positive impact on customer relationship; (2) service
quality has a significant positive impact on customer satisfaction; (3) service
quality has a significant positive impact on customer loyalty; (4) customer
relationship has a significant positive impact on customer satisfaction; (5)
customer relationship has a significant positive impact on customer loyalty; (6)
customer satisfaction has a significant positive impact on customer loyalty; (7)
customer relationship has a significant mediation effect on the relationships

between service quality and customer satisfaction; (8) customer relationship



has a significant mediation effect on the relationships between service quality
and customer loyalty; (9) customer satisfaction has a significant mediation
effect on the relationships between service quality and customer loyalty; (10)
customer satisfaction has a significant mediation effect on the relationships

between customer relationship and customer loyalty.

Keywords: Service Quality, Customer Relationship, Customer Satisfac-tion,
Customer Loyalty
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£1071p 3108&127 31p 4k » = B2 pg2c1 300K E > ¥owt
£ 2657 ©

3.5 & 773 i
AP R AT SPSS 180 M L R L E o R A
FACER AT~ RREFIZF AT~ LR A4 M AT R S fE 4T 8

oA I R Pﬁﬁi/,\ﬂ}fr o Kt 3 -\ HP e ol

22



WA 4

st 4 ezt & 47 (Descriptive Statistics Analysis) i & §_f2:f & & ek
BRI SHLREEFEFA > T AR A A TR A0 R ik
PEREE A R e Bt A BHXRF LB PR B

A O BT A

R AT
& %4 47 (Reliability Analysis) 2 & &£ % &k 2| &7 7 7 1 & el B
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