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The Relationships among Service Quality,
Experiential Value, Relationship Quality,
and Customer Loyalty

Yaonan Lin

Department of Business Administration
Fu Jen Catholic University

Abstract

This purpose of this study is to discuss the relationships among service quality, relationship
quality, experiential value, and customer loyalty in the service area industry. The study surveyed the
592 valid tourists in the three main service areas, Kuan-His, Ching-Sheui, and Dong-Shan in Taiwan.
According the results, we found there are four dimensions, proactive response, empathy, assurance, and
tangibility, in service quality, and “proactive response” is the most important dimension. Also,
Structural Equation Modeling (SEM ) was used to investigate the model containing service quality,
relationship quality, experiential value, and customer loyalty. The results of this study suggested that:

(1)Service quality has direct effect on experiential value, and indirect effect on customer loyalty; (2)
Relationship quality has no direct effects on customer loyalty; (3) Experiential value has direct effect

on the customer loyalty.

Keywords: Service area, service quality, experiential value, relationship
guality, customer loyalty
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