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The Impacts of Service Quality and Customer Satisfaction on

Customer Loyalty in Internet Banking
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5. Discussions

The regression analysis result indicated that when the five e-SQ dimensions used in this study were theorized to
simultaneously influence e-satisfaction, website aesthetics and guide. efficiency-system availability and contact-
responsiveness were found to have posifive and significantly impacts on e-satisfaction. These impacts highlighted
that both dimensions of E-S-QUAL (efficiency-system availability) and confact-responsiveness of RecS-QUAL
(Parasuraman, et.al, 2005) and additional dimension of website aesthetics and guide (Wu, et.al. 2008) are important
features of internet banking e-SQ in predicting users’ e-satisfaction. The findings also proved that e-safisfaction-e-
loyalty positive links existed in the context of internet banking. which is consistent with previous research findings
(Floh & Treiblmaier. 2006). By focusing on improving banks policy related to users’ information, convenience of
infernet banking transaction and customer values relative to the cost incurred to use the internet banking service
(Schaupp & Bélanger, 2005), users’ satisfaction is likely to be enhanced. and this will lead to increase in e-loyalty.
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