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ABSTRACT

The Effects of Dimensions of Bank Service

Quality on the Customer Satisfaction and Loyalty

by Kim, in geol
Advisor: Park, Jong Chul, Ph. D.
Graduate School of Business Administration,

Chosun University

This study was intended to identify whether the three
dimensions(interaction, outcome, environmental) affect customer
satisfaction and customer loyalty using the bank. As a result, both
interaction quality and the outcome quality positively influenced on
the customer satisfaction and customer loyalty.

Also, interaction quality, outcome quality and environment
quality positively influenced on the customer satisfaction in the
superior customers and the customers of low frequency, and
interaction quality and outcome quality positively influenced on the
customer satisfaction in the non-superior customers and non-VIP
customers.

Finally, interaction quality and outcome quality positively
influenced on the customer loyalty in the superior customers and
the customers of low frequency, non-VIP customers. Besides,
outcome quality and environment quality positively influenced on
the customer loyalty in the non-superior customers and the

customers of high frequency.
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