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Abstract

The purpose of this study is to expand and better the understanding of a natural
phenomenon of customer service relationship performance in financial service industry,
namely the effect of the information and marketing service resources and their interactions on
the performance. To reach this goal, we carry out an empirical study by some statistical tools
as testing reliability and validity with a multiple interaction regression approach to attain
significant results. The new findings were consistent with the performance predictions, but we
moved beyond previous studies, offering new findings and insights. Our findings suggest that
evaluations of financial service resources that include these two types of service resources and

their interactions will lead to a more prediction of customer service relationship performance,
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allowing them to adapt to today’s ever-changing dynamic environment.
Keywords : Information Service Resources, Marketing Service Resources, Service

Relationship Performance, Financial Industry
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50 4 0 Blde D (D) AEIRIF T E IR B BB AR EIRIF SR T S (2)fF
ﬁﬁ%ﬁ&imﬂ%ﬁk?ﬁﬁﬁﬁﬂp@iﬁkﬂ%*ﬁiﬁ%¢@*mﬁ$Lm
PO Q) A AR A WHE Y 4 s BRI E i A o ik AT > AR
L4z ot (Likert) e ghira iz - d B AR SRl 98 T4 PR, 1 T4W
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