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A Study on the Drivers of Customer
Loyalty — The Key Role of Customer

Perceived Value and the Moderating
Effects of Customer Satisfaction and Trust

Su-CHing CHANG

ABSTRACT

It is very important to identify the key drivers that influenced the outcomes in relationship marketing theory;
this not only will help us to have a better understanding of the customers but will also help us to develop the
marketing strategies. This study adopts the theoretical concepts and approaches of understanding customer
loyalty in relationship marketing and applies it into the relationship exchange process of business—to—customer
(B-C). The three important approaches are selected to discuss about and test the key driver of customer loyalty,
they are the “customer satisfaction” approach which is a pretty mature study field in customer behavior;
“value” approach which is a new strategic issue in this century, and “trust” approach which is in the scope of
relationship marketing.

The purpose of this study is to propose an integrated cause-effect model which takes the “customer
perceived value” as the antecedent variable of the “customer satisfaction-trust-customer loyalty” model in
order to explore their interaction effects. The customers of fast-food restaurant were selected to be the study
samples and tested the constructed model. On the basis of the research results, the customer perceived value
play the key driving effects on customer loyalty and the moderating effects of customer satisfaction and trust;
those research results offer ample and concrete managerial suggestions to develop the marketing strategies for

related service providers.

Keywords: customer satisfaction, customer perceived value, trust, customer loyalty
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