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The Effects of Local Financial Institution’s Financial Iltems and
Service Quality on Customer Satisfaction and Loyalty*

Chun, Yeongae *
Park, Jae Whan***

Abstract

In the face of current environment of changing markets and increasing competition, regional financial institutions are also attempting to
meet the needs of customers using various methods such as offering new services that satisfy customer demands. This study seeks to
determine for regional financial institutions which service products and quality factors affect customer satisfaction and loyalty, and
compare service products and service quality sources with the goal of observing the comparative importance of each service factor.

This sample is conducted by visiting customer survey from October 7th to October 30th, 2015 to Korea Credit Union Cooperative
Association and Seoul Consumer Association. The sample is analyzed as follows.

interest rate, deduction, insurance and welfare business had a significant effect on customer satisfaction level among the commodity
factors of local financial institution, and accessibility, professionalism and empathy affect service satisfaction level. Second, customer
satisfaction has a significant effect on customer loyalty. In addition to the interest rate and professionalism factors, it is analyzed that
deductions, insurance and welfare projects and empathy are important factors in the local financial institutions contributing to the local
economy while providing financial convenience to local residents. This study suggests key points that regional financial institutions can

use to differentiate their image in the competitive financial markets.

Keywords: Local financial institution, Items and service quality factor, Customer Satisfaction, Customer Loyalty

* This thesis is a master's thesis that summarizes "The impact of local financial institutions' product and service quality factors on customer loyalty to customer
satisfaction and credit cooperatives.

** First Author, Graduate School of Industrial & Entrepreneurial Management, Chung-Ang University, chyeylive@daum.net
**% Corresponding Author, Professor, School of Business Administration, Chung-Ang University, jaypark@cau.ac.kr

124 Asia-Pacific Journal of Business Venturing and Entrepreneurship Vol.12 No.2



