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IMPACT OF SERVICE QUALITY, TRUST, AND CUSTOMER

SATISFACTION ON CUSTOMERS LOYALTY
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Discussion

The present study is noteworthy for a
special reason. As to the knowledge of the
researchers no such study has been done
previously on the subscribers of any tele-
communication company in Bangladesh to
examine whether customers’ perceived ser-
vice quality, trust, and customer satisfaction
can engender customer loyalty. Specially, the
researchers have tried to investigate whether
the postulated causal relationships among
the studied variables vary in two measure-
ment models for the same group of subscrib-
ers. Researchers hope that such study might
induce the mobile service providers to calk
out appropriate course of action to create a
loyal customer base by ensuring judicious
use of valuable marketing resources. Data
supported the proposed model 2, where
direct paths from customers’ perceived ser-
vice quality and trust to customer loyalty;
and indirect paths from customers’ perceived
service quality to customer loyalty as medi-
ated through customer satisfaction have
been examined.
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