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Service Quality, Customer Satisfaction and Loyalty: A Test

of Mediation
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4. onclusion

The results of this research show that in all fivefold dimensions of service quality and also in total, customers’
expectations are beyond their perceptions of the bank performance. In fact, findings of this research show that
although in all fivefold dimensions of service quality Sepah Bank’s performance has been higher than average
limit, but its service quality does not satisfy customers’ expectations.

Also, it was expected that service quality would be one of the determinants of satisfaction and loyalty. In fact,
nearly 43 percent of customer’s satisfaction change is explained by service quality. On the other hand, service
quality has a direct relation with loyalty, and nearly 45 percent of loyalty changes can be explained by service
quality changes. Another point is that if the satisfaction variable enters the model, the resulted determination
index will be higher in figure than other cases (0.803). This figure means that nearly 80 percent of loyalty
changes can be explained by satisfaction and service quality, although satisfaction plays a more important role in
this relation.
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