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ABSTRACT

The purpose of this study was to explore the relationships between service quality,
satisfaction, perceived value and customer loyalty as expressed by tourists who took tourist
cruise at True Love Dock in Kaohsiung. The data was collected by questionnaire and
analyzed by statistical methods, including factor analysis - reliability analysis, confirmatory
factor analysis(CFA) and structural equation modeling(SEM). A total number of 108 usable
samples was obtained from 142 respondents, yielding a rate of 76 percent. The major results
are: First, service quality is found to exert not only a direct positive effect on satisfaction but
also an indirect effect mediated by perceived value. Second, perceived value does not appear
to have a direct effect on customer loyalty while an indirect effect exists by the meditation of
satisfaction. Third, satisfaction is found to exert a direct, positive effect on customer loyalty.

Managerial implications are also discussed in this paper.

Keywords: service quality, satisfaction, perceived value, customer loyalty, tourist cruise
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