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Abstract

Many studies indicated that managers primarily focus on how to improve customer
voluntary performance. The research studies the influence of service quality, selling behavior,
corporate image, perceived risk and relationship quality on customer voluntary performance
when customers loan in banks. This study investigates 568 customers and adopts Structural
Equation Modeling (SEM) to test our model. The results indicate that service quality has a
most significant total effect on customer voluntary performance, and the next affecting factors
are corporate image and relationship quality. The study shows that it’s necessary to enhance
service quality, corporate image and maintain customer relationship quality to bring customer
voluntary performance in consumer banking. This study attempts to find out the influence
factors on customer voluntary loyalty, cooperation and participation behavior to provide the

bankers some practical suggestions to make effective strategies.

Keywords: Customer Voluntary Performance, Service Quality, Selling Behavior, Corporate
Image, Perceived Risk, Relationship Quality.
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