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Competitiveness vis-a-vis service quality as drivers of customer

loyalty mediated by perceptions of regulation

and stability in steady and volatile markets
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7.Conclusion

Our study advances the general understanding of customer loyalty in

financial services by the incorporation of customer perceptions of
competitiveness, risk, regulation and stability, moving away from modelling

customer loyalty based primarily on customer satisfaction with service

quality. The key finding in this study is that competitive-ness is capable of
explaining customer loyalty in both steady and volatile markets for domestic

retail banking. The study suggests that competitiveness in the financial
services industry impacts both beha-vioral loyalty and future intentions

mediated by perceptions of regula-tion. In contrast, the other hypothesized
mediator, perceptions of stability played a surprisingly unimportant role,

given that the study investigated customer loyalty in financial services. The
study provides empirical support for theoretical arguments that service

quality does not fully explain customer loyalty.
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