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Applying Structural Equation Model to Explore the
Study of Service Quality on Customer Satisfaction
and Customer Loyalty: An Empirical Study of

Credit Cooperation of Taipei County

Yu-Pin Lin® Tzu-Shen Lin*

Abstract

Affected by financial industry’s liberalization and internationalization, financial businesses
are becoming more standardized. The entire financial system has been undergoing dramatic changes
due to severe challenges and competition. One of the striking challenges comes from the open-door
policy of our government. More and more competitors in the market require more competitive
strategies to meet with the demands from customers.

The present study aims to discuss the relationship between the influence of service quality
on customer satisfaction and customer loyalty. The research methodology derived mainly from the
gap analysis model provided by PZB, based on the structural equation modeling. The results indicate
that there is a positive relationship between service quality and customer satisfaction. In other words,
better customer service quality will lead to better customer satisfaction and customer loyalty. Thus,
in-service training is requisite for credit corporation to enhance their service quality. Through the
improvement of service quality, it will be helpful for credit corporation to strengthen their confidence
in advancing customers’ loyalty.

Keyword : Service quality, customer satisfaction, customer loyalty, structural

equation model
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