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A Casual Relationship Model of the Influence of the

Service Quality on Customer Satisfaction and
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ABSTRACT

The objectives of this research were to develop and validate a casual relationship
model of the influence of the Service Quality on Customer Satisfaction and Customer
Loyalty of the commercial bank, Rayong branch. The model involved seven latent vari-
ables: Tangibles, Reliability, Responsiveness, Assurance, Empathy, Customer Satisfaction
and Customer Loyalty. The researchers used quantitative methods which involved empiri-
cal research. The research tool was a questionnaire to collect data from 420 customers who
came to get service from the commercial bank, Rayong branch. The statistics used in data
analysis were frequency, mean, and structural equation model analysis.

It was found that the model was consistent with the empirical data. Goodness
of fit measures were found to be: Chi-square 187.691 (df = 205, p - value = 0.801); Relative
Chi-square (Zz/dj) 0.916; Goodness of Fit Index (GFD 0.967; Adjusted Goodness of Fit
Index (AGFD 0.943; Comparative Fit Index (CFD 1.000; Standardized Root Mean Square
Residual (SRMR) 0.023 and Root Mean Square Error of Approximation (RMSEA) 0.000. It
was also found that (1) Tangibles had a positive and direct influence on customer satisfac-
tion. (2) Responsiveness had a positive and direct influence on customer satisfaction. (3)
Empathy had a positive and direct influence on customer satisfaction and customer loyalty
(4) Assurance had a positive and direct influence on customer loyalty, and (5) Customer
satisfaction had a positive and direct influence on customer loyalty.

On the basis of these findings, the researchers recommend that the commercial
bank, Rayong branch emphasizes on service quality dimensions, i.e., tangibles, responsive-
ness, assurance, and empathy. Finally the commercial bank, Rayong branch should empha-
sizes on the service quality to deepen customer satisfaction and sustain the customer
loyalty in long-term. '

Keywords: Service Quality, Customer Satisfaction and Customer Loyalty
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