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Abstract

Recently, there has been growing interest in the financial and economic
effectiveness of service quality and customer satisfaction. It means that the final
goal of customer satisfaction is the maximization with firms’ financial performance,
enterprise could survive through the creation of continuous financial performance.

Companies are working in various ways to identify the direct relationship of
service quality and customer satisfaction with financial and economic effectiveness
in order to justify and validate customer satisfaction management. In this study,
the influence of customer satisfaction on the financial performance is examined.

Customer satisfaction index, the key non-financial performance measure has
significant association with firms’ financial performance index. Moreover, high
customer satisfaction has a competitive advantage, so it can be the key success
factor of firm’s financial performance improvement.
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