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An Empirical Study of the Relationship among
Service Quality, Service Value, and Customer
Loyalty—The Health Examination Center of

National Cheng Kung University Hospital

Chiou-Yun Ku, Ming-Tien Tsai, Chien-Cheng Chen

Abstract

Objectives: There is little empirical research about the relationship among
service quality, service value, and customer loyalty, as well as the moderating
effect of service value on them. The purpose of this study is to explore the
recent situation and relationship among service quality, service value and
customer loyalty.

Methods: The samples collected from the health examination center of
National Cheng Kung University Medical College, 550 customers were targeted
as subjects based on judgment sampling. A total of 295 questionnaires were
returned, 293 valid questionnaires, and the return rate was 53.64%.
Furthermore, structural equation modeling is applied to test hypothesis and
analyze the data.

Results: (1) The service quality directly influences on service value and
customer loyalty significantly. (2) The service value directly influences on
customer loyalty significantly, and the effects of the service quality on customer
loyalty.

Conclusions: The customer loyalty literature suggests very important to
identify the key drivers, it not only will help us to have a better understanding
of the customers but will also help us to develop the marketing strategies. The

findings of this study can provide the managers of the health examination center
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are that we must focus on not only the service quality, but also on the service
value, so that we may service quality, service value, and customer loyalty to

increase simultaneously.

Key words: Service Quality, Service Value, Customer Loyalty, Health
Examination Center

BEEHAT 2008, Vol.9, No.3 221



