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T IRl S A 0.51 1 0.51 12.75*
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e 6.91 157 0.04
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Customers’ Perceived Service Behaviors
and Customer Satisfaction: The
Moderating effect of National Character
and the Comparison between Local and
Foreign Companies

Pi-Yuen CHENG, Wen-Bin CHIOU ’

ABSTRACT

The purposes of this research were to examine how customers’ national character (collectivists vs.
individualists) moderates the relationship between perceived service behaviors (interpersonal service vs.
professional service) and customer satisfaction as well as the comparison between local and foreign companies
in Taiwanese insurance industry. The results revealed that customers of a local company perceived higher
interpersonal service than professional service, whereas customers of a foreign company perceived higher
professional service than interpersonal service. Customers with high collectivism perceived higher
interpersonal service than professional service, whereas customers with high individualism perceived higher
professional service than interpersonal service. More important, research findings indicated that national
character played as a moderator on the relationship between perceived service behaviors and satisfaction. For
customers with high collectivism, the correlation of interpersonal service and customer satisfaction was
significantly higher than the correlation of professional service and customer satisfaction. In contrast, the
correlation of professional service and customer satisfaction was significantly higher than the correlation of
interpersonal service and customer satisfaction for customers with high individualism. As to the findings about
the predictors of customer satisfaction, professional service was the most contributing factor in predicting
customer satisfaction, and customer satisfaction of a foreign company was marginally lower than it of a local
company. In regarding the ways to enhance customer satisfaction, the findings imply that foreign companies
should notice the relative preference of service behaviors among collectivist customers, and then put more
emphasis on interpersonal service. On the other hand, local companies might strengthen their professional

service.

Keywords: insurance industry, national character, perceived service behaviors, customer
satisfaction
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