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Abstract

This study took broadband network subscribers of Chunghwa telecom’s ADSL as research object
and processed questionnaires with random sampling to investigate the relationship between service
quality and customer satisfaction. We adopted SPSS to analyze the data. First, we used factor analysis
to extract the key factors of service quality. Then, we used one-way ANOV A, Scheffe's test, Pearson
correlation analysis, and multiple regression analysis to proceed individual item testing. From the
analysis of returned 710 valid questionnaires, we found that: (1) customers expected service level on
ADSL was higher than perceived service level; (2) all three service quality dimensions - “reliable
concerns”, “responsible security”, and “practical reliability”, had significant positive correlation with
global customer satisfaction; (3) global customer satisfaction had significant positive correlation with
customer loyalty.

Keywords: service quality, customer satisfaction, loyalty, ADSL

10



