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The relationship between perceived e-service quality and

brand equity: A simultaneous equations system approach
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5. Managerial implications and concluding remarks

5.1. Managerial implications

As little research examines the relationship between service
quality and brand equity in the online banking environment, this
study intends to bridge the gap by proposing a hierarchical model
to conceptualize the quality of e-service and investigating relations
among perceived e-service quality, trust, satisfaction, loyalty, and
brand equity. Since it is inappropriate to assume particular causal
relationships for psychological factors, including trust, satisfaction,
and loyalty, we have proposed the simultaneous equations system
approach to expand the traditional path pattern of the satisfaction-
loyalty chain to analyze the simultaneous relationships between
trust and loyalty, and between satisfaction and loyalty. The signif-
icant simultaneous relationships are confirmed by our data and
suggest that these relationships must be determined simulta-
neously, rather than sequentially. The major findings and mana-
gerial implications are summarized and stated as follows.
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