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An Investigation of Correlations Among Service Quality, Job Attitude, Customer Loyalty
and Customer Satisfaction - An Examples of Banking Industry in Chiayi County
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Abstract

Ever since the government started to allow new banks to be set up in the 1990s, the
banking industry has been entering its warring state era, when all banks are competing to fight
over customers. With more and more customers seeking alternative banks for better service,
the banking industry began to realize that besides gaining new customers, they should also
maintain solid relationships with their existing customers in order to prevent them switching
to competing banks. In order to increase customer satisfaction and hence loyalty, banks
strive to improve their service quality and the working attitude of their staff. This research
investigates correlations between service quality, working attitude, customer loyalty and
customer satisfaction. Samples were taken from bank customers in the Chiayi region, with
340 copies of questionnaires distributed, among which 302 valid ones were returned and used
for further analysis.
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Results: The statistical analysis was conducted using SPSS18.0 software. The hypothesis
was tested using descriptive statistics analysis, factor analysis, reliability analysis, correlation
analysis and regression analysis. The overall model fits the standard level of validation,
indicating that the theoretical specification of this study can be supported. The variables show
that there is a significant positive impact of service quality on customer satisfaction and
customer loyalty. Customer loyalty has significant positive impact on customer satisfaction.
There is partially significant positive mediating effect between service quality and customer
satisfaction, while the impact of working attitude on service quality and customer satisfaction
has not moderating effect.
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