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Abstract

In this study, the data of customers opinions on Watsons regrading to
Services Quality, Customers Satisfaction and Customers Loyalty was collected
to explore the relationship between the three variables, Respondents were
invited through the Watsons FB club and Line group to fill in the questionnaire
online provided by Google. A total of 307 valid questionnaires were recovered,
and SPSS statistical software was used for data analysis and hypothesis testing
of this study. The main analysis results are as follows: (1) Some background
variables have a significant impacts on service quality, customer satisfaction
and customer loyalty; (2) Service quality has a significant positive impact on
customer satisfaction; (3) Service quality has a significant positive impact on
customer loyalty; (4) Customer satisfaction has a significant positive impact on
customer loyalty; (5) Customer satisfaction has a partial mediating effect

between service quality and customer loyalty.

Keywords: Service Quality, Customer Satisfaction, Customer Loyalty,

Watsons
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