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Abstract

In economic development worldwide, finance has always played a
crucial role. This is especially true in Taiwan’s economic development, in
which finance has not only kept on par with Taiwan’s social development, but
has also created Taiwan’s economic miracle.

In view of present enormous changes in the economic and financial
environment, the era of comparatively high quality financial commodities has
nevertheless increased competitiveness in banking. Traditional price
competitions and operating on marketing are no longer adequate responses.
Sales in banking businesses are compelled to turn to non-price
competitions-improving products and service quality to strengthen

competitive edge in order to achieve customer loyalty.

This research focuses on the gaps conceptualized by PZB, a service
quality model. To provide references for banking policies, variables such as
the quality of banking services, enterprise image and customer loyalty, and
the relationship between these variables, are investigated using questionnaires
and statistical methods to analyze consumers’ actual experiences. In concrete
terms, the purpose of this research is to explore the differences in customer
perspective toward banking service quality, enterprise image and customer

loyalty among different populations. This study also aims to analyze the
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relationship between banking service quality, enterprise image and customer
loyalty. For data analysis and hypothesis testing, the analytical methods used
are correlation analysis, multi —regression analysis and single variable
anaylsis.

The results of the study revealed that among different populations,
variables such as gender, age, occupation and area of residence showed no
significant differences toward service quality, enterprise image and customer
loyalty. However, educational level showed a noteworthy difference toward
enterprise image, but unremarkable difference toward service quality and
customer loyalty. Overall service quality showed a notable relationship to
overall customer loyalty, as well as enterprise image. Enterprise image is
also found to be markedly related to overall customer loyalty. In short,

customer loyalty is affected by service quality and business image.

Keywords: Service Quality, Enterprise Image, Customer Loyalty, Banking
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Takeuchi and Quelch (1983):% 5 & d Bg £ 3} -;,"3 EIN A

% 7R r,ﬁg_bt: A5 % ~ i
2R A ADLAL S FROCE s SR DB EEOR L T Bl

\_

O
fin

*).5;\

LRk R RAE S 0 Y R e

B Y R T A ORI BRI A B AR RIFDRE

J&ﬁ&ﬁﬂ%ﬁﬁ\:qgﬁguaéy&mﬁﬁ:;ﬁﬁr TR E G
AN s R IRE R IR~ F B R~ PRAE NG rld

GES SERUE-E S

Gronnroos (1984) 3% & PRI* & 5 H_d Hjtr & B (Technical Quality) ~ #4
it & (Functional Quality) £ = # A} % (Corporate Image ) = B B “74
S Yl U e T -l SR D ST Rt U A T

;}F,}ép o EERIF T S 2P R R E R P A5 G FRFEY o

Lethinen and Lethinen (1985):% 5 PRAx S F ke 2 ST ~ &7 &%
Fleid iz RiHEe  FHST L REOTH - RXRE0RE S 2 F

FRREA A% 36T o1 B3 S e
Parasuraman, Zeithaml and Berry (1985) 4-4#43i7 % ~ i3 % + & 2
ESLEFCASEBEI e FIREE T RORBET - B
oo gt BHEG AP R R RS TR e f VAN K
et~ e 4 ~ BT AR FEAE DR SR BET
A%+ o Parasuraman, Zeithaml and Berry (1988) { :&- % #- 1985 & #73¢ !
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Dabholjar, Thorpe and Rentz (1996) RIZ% 5 PRF 5 F i d 7 7 48X

THREM A RBIT R PR ST Hom e

IR S A E IR SR s 8 R s
¥+ Parasuraman, Zeithaml and Berry (1988)#7 g # [+ i & 7 277
SEESE RS TR 21 T RE LR R S NN S
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2.4 SERVQUAL JRi+&F & %

1988 # Parasuraman % A $2gp4k v & 478050 0 - 1985 & B IR 5
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JRA% 5 F e £ —SERVQUAL(Service Quality) &

BEFEEa D -

Z\"FF-FR

# 2.1 SERVQUAL £ £ % 2 & %
4 PZB
i% It {5 PZB % |
. 2 %
% (1988)
(1985)
1.3
2.7 fiit L3 4 I%ﬁ%mﬁﬁ%%\a%;Aﬁo
3.F 4 2.7 R 2B AT Rk BT REIRIEL A 4 o
4550 3.F Bl | 3JRAEA R Pl RAFE FT AT E R R o
CE R
57 &
<& [
7% iz 4 TR R e
8.4
9.5 f3AE % . _ / -
E%?ﬁ*@? v Srﬁg 'Iﬂ'ri S.EE: #}'FE ﬁ; }éﬁ"% J‘—.:Q; N ]E; V—;IJ F&g :]‘;Léﬂpj”ii} °
1043514

7oL kR . Parasuraman, A., Zeithaml, V.A. & Berry, L.L.(1988),
SERVQUAL: A Multiple-Item Scale for Measuring
Consumer Perceptions of Service Quality, Journal of
Retailing, Vol.64,No.1, pp.12-40.
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Plig e @A A 5 FAART 3 R L enth 4 o
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E P10.iz 52 P 7 § 2 Srff £ %t i PR IR I IRAR o
ResponsivenessP11.iz Rt @ e B 1 & % 4% S 4p § PRF% o
PI2is 2 @ ehf 1 ¥ 2L B #0Ha g 2 o
P37 PehR 1 Flx b m B R EAEEHE
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g s P14. fiv M EE RS PR e
P15.j¢ 873 'QF?ﬁvﬁ 1REFELERE 2 -
Assurance ) "
Pl6.ig 7> @ enf 1 125 A o
P17 3 P i 1 i p = 7 AUE @i end
3 v EdF P e §F o
B R PIB.ig R @ 7 § &M 57 AR £ 48 B B W F10PR A%
PIOe A A hA 17 ¢ LGRS MR -
Empathy PEF L PRI F ABIREHTR Lo o
E A T . K s =3
P2lig e @ & ARG ehdb E lE cpns | oo
PRLUGFEO PG TR AN EREES o

T R

. Parasuraman, A., Zeithaml, V.A. & Berry, L.L.(1988a),

SERVQUAL: A Multiple-Item Scale for Measuring Consumer

Perceptions of Service Quality, Journal of Retailing, Vol.64,No.1,

pp. 12-40.
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