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Abstract It can be said that nowadays, customers don't recognize that only good quality products as selection
attribute regarding products quality can satisfy them. The case in service industries is also the same. Service
quality is most affected by the criteria that customers themselves evaluate. Customers who are not satisfied
with services provided institutions will disregard them. In consequence, this will affect their profitability.
Collected questionnaires were analyzed using SPSS v.15 for the concrete proof analysis and the results are as
follows. First, Service quality works as an important factors on customer's behavior. Second, Relationship
quality serves as a mediated role between service quality and customer's behavior.
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[Table 1] Correlation Table

.. Service Relationship | Customer‘s
Devision R . .
Quality Quality Behavior
Service 1
Quality
Relat1orllsh1p 0727 1
Quality
Customer’s | 67 0.710 1
Behavior
Mean 5.992 6.101 6.112
STD 772 1.202 0.985
Deviation

: rincipal components
HEEAL AR Aol 9]

S Hoe gusks e 40 e W5 A
Aot ol 9015 7o) 4 Y4 dEe Am
2 o83 aolkA

Qe EAEZe] A el HEe u
Yok wEsor sho ol IshH KMO(Kaise-
Meyer-Olkin) Z =2} Barlett®] L&A HAXE o] &3}
Ak KMO HE= HEE 7He] A7 o 2 bes
ol )8} & AR AES e 2ol 08 olAto]

=
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[Table 3] Service Quality Eigenvalues

. sensible comona KMO B.
e items . value
factor lity measure )
et ol Ao e wehA wgat ol L
o . b accessibility .665 454
O:IE'] Hﬂ_oﬂ A4 24E J?—‘?LGI'Z] %‘—E‘ ]?_'E“:}}:I‘]ﬂ]— é—o] parking space 523 742
AA RS Um0 2H dojuhs BT EXx Ay latest equipment .589 748
— — amenities 784 985
512 gfobd ATAGo] A% ol gak uholtt i
.845 587
adequacy
c s . cleanliness .689 .689
[Table 2] Reliability Analysis ostume o1 738
Devisi . cronbach aesthetics .584 724 .889 .001
evision ttems value knowledge 689 749
Service b " D. kindless .854. .587
Quality 038 service level 859 684
abilit .874 548
Relationship | CS 3 0912 pi—T
Qualit - understanding 648 847
uality Belief 5 0.932 customers
e Y N BT
Hehavior PR 2 0.915 sum of square(%) |  39.1 62.1 - -
eigen value 5.25 - - -
2 Aol A WALEAol tiet SA% ez A2H)
3} 2ul(cronbach alpha) 7S AlFALzZ ALl [Table 4] Relationship Quality Eigenvalues
o] k= &4 W9 AT ofel Aol wet 1 7)ol y |_sensible factor | . ooh | kMo B.
iems . . value
FEHOIX AeboR 1 gho] 0.7 ol4olw WA €S | Belief | Wy | mewwre | p)
- CS 565 .884 998
He Ao 4 Z|aL QIt}). Table 20|49} ZHo] &
i—'_f HjEM ] ] At At 2ol A almost CS | 487 | 885 | 958
HIAZY, IAEL, 50| BFE o} 0.7 o|fo = 1} D. of satisfy | 598 | 912 | 862
el AEs 4= 9= Ao7 Ho] Zt) reputation .833 420 .842
ATH AES T ARAAFT I A oxperiance | 893 | 43 L 89 | so1 | 001
- reasonable 847 351 741
= HAIE =T, BrdAdolst SA8taA she ES degree ' ' '
uh} geksiA) Zetgr e vehle goletn 3 4 TR O
o A A b =B A0 AL human 648 | 412 | 465
AtH4l. B3 Hes 7P 83 A2 Ngetgds technic
=) sum of
AEsl Zold MYEhy Aadyoal golnde square(sp) | 491 | 352 | 843 - -
A 2l
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[Table 5] Customer’s Behavior Eigenvalues

tems sensible factor como KMO vgﬁe
PR reuse | nality | measure ®)
use 541 841 812
sometimes use 514 901 .899
uncon. use 314 874 748 874 001
recomandation 789 238 912
sometimes | c6g | 447 | 949
rec.
sum of
square(%) 47.1 39.8 86.9 - -
eigen value 2.89 3.96 - - -
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[Table 6] Result Table of Service Quality & Reuse’s
Research Model

coefficiant non-STD value STD value
t value
model B STD error beta
(constant) 3.426 450 - 7.55
Service
quality 456 .091 381 5.81%*
R . R modified estimated STD error
square Rsquare
324 127 123 922
sum of degree od mean F
ANOVA square freedom square value
regression 22.62 1 22.62 20.20%*
residuals 155.32 138 1.12 -
total 177.94 139 - -
** p<0.01

[Table 7] Result Table of Service Quality & PR’s
Research Model

coefficiant non-STD value STD value
t value
model B STD error beta
(constant) 1.926 449 - 5.58
Service
quality .655 074 591 9.85%*
R R modified estimated STD error
square Rsquare
.307 .095 .090 .998
sum of degree od mean F
ANOVA square freedom square value
regression 19.62 1 19.62 15'35*
residuals 185.38 146 1.27 -
total 204.00 147 - -
** p<0.01

3.3.2 7143, 4, 5, 62 AHH
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[Table 8] Parameters Effect Analysis of Service Quality
vs Relationship Quality & Customer’s Behavior

mzii;te/ (;rclfeec‘l:i[atsi:g beta t value R square

1 452 6.85%* 185

CS/ 2 382 5.23%* 144
reuse 3(indep) 298 3.52%%

3(medi) 692 10.22%* S

1 424 5.66%% 355

csy 2 411 4.21%% 255
PR 3(indep) 355 3.54%%

3(medi) 684 9.58% %9

1 652 5.62%% 455

belief/ 2 524 4.98%% 322
reuse 3(indep) 284 4.12%%

3(indep) 501 9.42%% S

1 348 6.54%* 386

belief/ 2 315 5.23%% 312
PR 3(indep) 247 4.52%*

3(indep) 532 10.66%* 296

*% p<0,01
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