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Abstract

Purpose: We measure service quality based on service process, and examine relationships among product
quality, product and service loyalty.

Methods: We develop a construct to evaluate process based service quality. We collect data from customers
of auto maintenance centers to measure perceived product quality, service and product quality. We test rela—
tionships between constructs using structural equation model and regression analysis.

Results: Relationships among perceived—product quality, service quality, service loyalty, and product loyalty
are all significant.

Conclusion: Perceived-product quality has a indirect impact through service quality and loyalty in addition

to a direct impact on product loyalty.
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Table 1. The definition of the parameters and references

Variables Dimension Number Reference
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Diagnosis 9 Brady and Cronin(2001)
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Service Brad d Cronin(2001)
Quality . rady and Cronin
Execution 8 Parasuraman, Zeithaml and Berry(1988)
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bp Kang Jeong Ho(2008)
Repurchase 1
Service Recommendation 1 Zeithaml, Berry, Parasuraman(1996)
Loyalty Devaraj, Matta, Conlon(2001)
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Dependent Product Recommendation 1 Zeithaml,Berry, Parasuraman(1996)
variable Loyalty Devaraj, Matta, Conlon(2001)
Satisfaction 1
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Characteristics Division Frequency %
male 13,498 91.8
Gender female 1,202 8.2
sum 14,700 100.0
under the age of 25 107 7
26-30 1,139 7.7
31-35 2,689 18.3
Vears 36-40 2,544 17.3
41-45 2,657 18.1
46-50 1,857 12.6
51 and older 3,707 25.2
sum 14,700 100.0
high School graduation 2,519 17.1
college graduation 2,488 16.9
Education graduated from University 7,253 49.3
Ms, PhD 2,440 16.6
sum 14,700 100.0
office Worker 10,132 68.9
businessman 482 3.3
professional 1,703 11.6
self-employed 1,398 9.5
Job housewife 146 1.0
student 80 .5
unemployed 336 2.3
Etc. 423 2.9
sum 14,700 100
under 200 1,398 9.5
200-400 6,597 44.9
400-600 3,955 26.9
I“C(O/?qi;f}f)els 600-800 1,552 10.6
800-1000 722 4.9
over 1000 476 3.2
sum 14,700 100
under 2 years 5,595 38.06
2~3years 2,600 17.69
) . ) 3~byears 2,425 16.50
Vehicle retention period
5~10years 2,525 17.18
over 10 years 1,555 10.58
sum 14,700 100
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Table 6. Confirmatory factor analysis of Service Quality

Estimate Stand.ardlzed S.E. CR. p
Estimate

1.1 === Access 1 0.82

12 < Access 1.079 0.88 0.009 125.06 -

1.3 {——-— Access 0.734 0.716 0.008 94.935 Hokk

14 < Access 0.852 0.712 0.009 94.145 -

1.5 <—- Access 0.934 0.782 0.009 106.703 s

91 < Diagnosis 1 0.903

- Process Plan ’

29 K- Diagnosis 1.098 0.943 0.005 202.423 s
Process Plan

23 < Diagnosis 1.124 0.952 0.005 208.872 .
Process Plan

24 < Diagnosis 1.001 0.918 0.005 187.052 s
Process Plan

25 K- Diagnosis 1.083 0.953 0.005 210.037 s
Process Plan

26  <——- Diagnosis 1.025 0.937 0.005 198.822 -
Process Plan

29 < Diagnosis 1.104 0.943 0.005 202.558 -
Process Plan

3.3 === Execution 1 0.825

35 <——- Execution 1.068 0.889 0.008 137.797 -

36  <——- Execution 0.981 0.905 0.007 142.278 -

37  <——- Execution 1.086 0.893 0.008 138.983 -

38  <——- Execution 0.966 0.912 0.007 143.94 -

41 <{——= Service Support 1 0.727

4 2 === Service Support 0.991 0.864 0.01 101.902 *kk

4 3 <——- Service Support 1.077 0.901 0.01 105.398 ok




610 J Korean Soc Qual Manag Vol. 40, No. 4: 599—614, December 2012

Repurchase
(Service cente
Recommendation
(Service cente

Service Loyalty
(Automobile
sernvice center)

Satistaction
(service cente

Access

Diagnosis

Service Support

Reputation ;
Quality trust g

*%%p<0.001, + p<0.1

Repurchase
(Car’

Recommendation
(car’

Satistaction
(Car’

Service Quality
(Automobile
service center)

Product Loyalty
(Car)

Perceived
Product Quality
(Car)

Figure 3. Path coefficients and Model significance

Table7. The Goodness of Fit index

CMIM DF GF1 AGFI RMR RMSEA NFI CFl TLI

10410 60 0.903 0.853 0.099 0.108 0.946 0.946 0.93

4.4 7147% 9 E9

4.4.1 7Hd AR (7ML 1,3,5)
S ARAE B8 QAW AFE FAI} Mu|x FA BAE A5 A} A AFFALS Au)s E- H(+)
9] 93FS n| & o = 9T} (B=0.56, t= 81.842, p=0.000). Wz}

7
=
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o
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o
lo
e
e
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P AL s B 5 UATh(B=0.643, t=101.691, p=0.000) SA] A3

Table 8. Hypothesis testing(1,3,5)

. Unstandardized .
depepdent mdepgndent Coefficients Stand'flrfilzed ; .
variable variable coefficients
B S.E.
HI | Service Quality | Fereeived Product | o0y} gog 560 81.842 | .000 |support
Quality

H3 Service Loyalty Service Quality 1.092 .005 .885 230.922 | .000 |support
H5 Product Loyalty Service Loyalty .604 .006 .643 101.691 | .000 |support
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9>l &l o Sl

Table 9. Hypothesis testing(2,4)

. Unstandardized i
lovel depepdent mdep.endent Coefficients Standgr@zed ¢ .
variabl variable coefficients
B S.E.
1 Service | Perceived Product | o) | g 560 81.842 | .000
Quality Quality
Product Perceived Product
H2 2 Loyalty Quality .831 .009 .595 89.737 .000 support
Service Quality .550 .008 475 68.052 | .000
3 Product P vod Prod
Loyalty erceived Product |~ 460 | 010 329 47.215 | 000
Quality
1 service Service Quality | 1.092 | .005 885 |230.922| .000
Loyalty
He | 2 Product 1 g vice Quality | 764 | .007 659 |106.212| 000 |support
Loyalty
. Product Service Quality 483 .015 416 31.652 | .000
Loyalty Service Loyalty .258 .012 274 20.828 | .000

7 A7 At b Ware] Gl sl S s ZMd 1,2,34,5 B AgEE & 5 AT

7192 A4S G1E 98 O Ak HA 3 e, 149 gl ASsAY £ 1 o) W
A7 AR B AN 220 Edolof e 7|4 BAY SRE % ]Resold A BV alelet & 4 gl
ol BENA & Ay AxY T 2 WTE AA L gl AReAk ARlE R AAE AEEE I} AH A
FAo] A2 SAL, AlF S = VA= Gl dal Aetaat it g S BEolE AHE 239
7HaE skt A/BAR] FHIAEE o] 8k A4S tiF e oF 1097 2ekQ] AEXAE A8k 3]

¥ 14,70071¢] HlolHE Edl2 AMOS18.0, SPSS18.0 SAZZ13& AE3te] ATHAE st g4
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