R EAF P RFREE PR P EPRALIT
AL

Master Program in Management Scineces
Department of Business Administration

College of Management

Nanhua University

Master Thesis

RIS £ SRR L RSN E LPRLPF

The Impacts of Service Quality and Corporate Image on

Customer Satisfaction and Customer Loyalty:
An Example of Western Union

R w2
Le Boi Nhi

a‘,a Wohcde @ kg 2L
Advisor: Shu-Hung Hsu, Ph.D.

P EA R 109 & 17
January 2020



BBRE  CEVLRHEBERE fﬁléﬁg‘*’ REZBE

— LA T B R 2R 4> ¥ A 5
The Impacts of Service Quality and Corporate Image on Customer
Satisfaction and Customer Loyalty: An Example of Western Union

Fig: BARE,
82 A A I

nuzR: 71 3%

JeEHI 2 %/ﬂ’é

s 7
2EEGR) C _Aa 3

oA PERE 108 £ 12 A 25 R



SRy

ARCEFPHESATEMEALIHAEAL _BRSE  EhEAZ
¥ = £ CBRRAABLIHRATZELRERHIAEZIR -

1~ A L8R G - iR EBosd 45 25 Abogs

B:_ HMRF% v BHEHE EHB o RERBGEEMAL
PR AR ©

2~ EHxMRTE_BRS EBELHMELTATIIHRX
(DFEEmx ALY CEREAHBEFREERBERREZY
B B E RS E A
Q)ZHMTEAT R RE - EEWERHBERTEABELREZY
B0 T B R AR ¥ AP

AARE__BRE FORROEALLEFRLLTEALH
THLALABMT > FOIGRKE > BAGARAT LML R THE
o BaRALTEHFE N ARELOR A6 _ BEBLT 0EWEH
BEREEABERBEZDE-ROBERE LA RS nHELH

Lo - N
EEsE: 7 %%ﬁ y %ﬁﬁ

PERR (8% Il A o418




12
PO P

- ey 4 oMk ot n A, GRRFA AL E L

s B A SR A e - B A kg X - AR
%o&i%éﬁﬁwﬁ@&ﬂ’ﬂﬁﬁ%%W%%m&wﬁﬁiﬁkgww
oo FEERETIR TR 0 T - b - A BRI M RLS
LT RS R FEARERFAAFVHRF LA B ool

L2\

B
e

il

F_&

'z

= E)

o

-%EFFI}& F&g:u kﬁjpﬁﬁf\?ﬂﬁ f\ﬂaa o

>

R#Aend BB EFSFY 2T 2722 & wEFE B
PARBERFN  AFFNDFEEREL oS i pimne TRz
2% N EE T KR AE S IR R R 3 5 EF

T ORIE 0 BTAR IR R AR |

BibRHa B Fe QRARPETLoFEVEFY - RN 2
ST LR E S rRER LB B X L
P R

FeernpF £ s B E S PP R BT A

,
‘;&r

R ST R
SEAEGEFR AL
ALK 108 & 12 *



‘4'.\."‘

SELE LR AP LA
108 £2R% | EHALHHR
WP CRBETCEEVIHEERLARAEHEILPRZ
BF—ameRs¥io
FiiRRe I FF R L

BRFErRAP  FEFFHFAFANRRG R PREBEIVR  BERE
FREFS S - B A AP T2 B e FEH R CRBET £ F
% LR ABAERELBRZIMBETY > GERYEPEAZE > T
Z 4fha i (Western Union) 2 4% s BAEE ST H % -

AET T QAR AR S IR 2 R AR AL

B WO EREEHEN T BMRERIRBZIREET ~ EFE % BT

&

RO L ARG o B EEE %430 5 > wicz %l % 302 5 0 %
sew e 5 70.2% AATF BRI~ SPSSHM L B AL D HHHE AT

FLig (7 4 47 o

III



AN

-
7:E_l'l

o

kO IR 4R R R PIRIE SR

AEFIREE LG e N R MR R R
e

MeEm FRIAET ~ £ 5% - HERLR ~BRERPR

g -

IEF

I
&
¥
S
=

(%



Title of Thesis: The Impacts of Service Quality and Corporate Image on
Customer Satisfaction and Customer Loyalty: An Example of
Western Union
Department: Master Program in Management Sciences, Department
of Business Administration, Nanhua University
Graduate Date: December 2019 Degree Conferred: M.B.A
Name of Student: Le Boi Nhi Advisor: Shu-Hung Hsu, Ph.D

Abstract

Taiwan’s foreign labor policy has been going on for years. According to
the statistical data of the Ministry of Labor, more than 700,000 foreign workers
are working in Taiwan. The number of foreign workers in Taiwan has risen all
the way, and the money earned by foreign workers needs to be sent back home.
The demand for remittances generated by nearly one million people each year
Is extremely impressive, and the cross-border financial business has become a
big meal. The purpose of this study is to investigate the relationship between
service quality, corporate image, customer satisfaction and customer loyalty in
the remittance center. It is based on the questionnaire survey method and is
based on the Vietnamese customers of Western Union in Yunlin County.

This present study used the convenient sampling Vietnamese custermers
in Yunlin area, with the paper questionnaires. It was to understand the
relationship among service quality, corporate image, customer satisfaction and
customer loyalty of Western Union’s transfer money service. A total of 430
questionnaires were distributed and 302 valid questionnaires were returned,
with a recovery rate of 70.2%. This study used SPSS software as a data analysis

tool to analyze the sample data.



The main conclusions are as follows: 1. Service quality and corporate
image has a positive impact on customer satisfaction and customer loyalty,
good service quality and store images will increase customer satisfaction and
customer loyalty. 2. Customer satisfaction has a positive impact on customer
loyalty, expressed improve customer satisfaction helps improve customer
loyalty. 3. Customer satisfaction has an intermediary effect between service
quality and corporate image on customer loyalty. Finally, based on the above
findings, this study suggests that Western Union should provide better service
quality and corporate image to enhance customer satisfaction and then to

enhance customer loyalty.

Keywords: Service Quality, Corporate Image, Customer Satisfaction,

Customer Loyalty
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THESPEB AL n RELR{EASTHELFRDEL ik
PTYIREE AT RIS HAEE A AR BT & e B T o Zeithaml et al.
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T 2 £ & m F] (McAlexander, Kim and Roberts, 2003) - B £ ¥+3% 7% & 2 7
O RBRETEEENRFF S e oM R BAARRE R
(Hu and Jasper, 2006) - Chang and Tu (2005) #7 % &%+ dg IV £ ¥7) %
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Fy ORI A e 72 KEI8 Cronbach’a. &
= 1234 0.766
v 5,6,7,8,9 0.797
PR Sy nY 10,11,12,13 0.770
P 14,15,16,17 0.784
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BEET 23
# 24
WA B 25
EF23 Tl 26 0.828
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PR 14 PRAH 29
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AP RERPE LB RS P RBT Y P R LR RREY
BRfRL RIB2M G REwyez &8 % 232 %t SPSS &3k
A(H 25 %) REFAT L R * At B RS A B &7
ZAPME A AT 2130 fF A 47 R A 4T & Flc o A BIEP b
— ~ ¥5 it 3Lt 4 47 (Descriptive Statistics) : #p i st A 47 5tk A TALE
A VL S SUR AR LA 0 LN R S N S I AL I
WHRR o EdE > RTARR O RB O P Fo B R RS- Y BATR
o A S TIHRAT A RAF Y 2R A BHFEE F o
R AL F R

= ~ R R A 41 (Cronbach’s Alpha) : 4p #f#k Fth 227 JA2R » & * P oD
WP L SRR - R o AFFF & * Cronbach’s Alpha (o) k¥
RGgFE AP Meh- Koo BARF > R IN- KPS ARG o FH 2 AT
(R96) irofafimd " & x> 06 :&EF 07 NP 5B ER -

= ~ 48 B A~ 7 (Correlation Analysis) : 4p B #p Bf 53 o 457 ¥ A &b
PrA B RNY mY PRI T AT A ARG &
FOEARM ARESOA T, KE LRI ST RN om0
oA R AT R L ER e AT HRES B2 U AR
TER M AR BIER A -1~+1 2 > A5 2 %475
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i fF A 45 (Regression Analysis) 7 * kfzf#a B § B R HT LT
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41 HFAFTHEEE
4.1.1 # vy

AFT2ZAMBGEHT BMERIRBRETZ2 L) %o B 5L 5
BEEMERZ LPAFELSFH > i L0 B indi&a B F WG
Fradsd Iz LR HFE358 22019 # 2% ¢ 4 BEp w2 B
BREZTHMERPT PHLERIRIAZ AR Y L LG AP RER
1430 PR EB AL e 31T PR E - v B E 302 5 o
Forew e 5 70.2% (o4 4.1 477 ) o

%\’ 41 FFB%W"‘ifC'r%‘qj
FORE %) wRKE) 3K B %) &k S (%)

430(100%) 317(73.7%) 302(70.2%) 15(3.5%)
TR KR AR

4.1.2 4t i3t (Descriptive Statistics)

AFELE 2 PR E X F R AT 3 R R &
B0 JTARR MBI F o B F o Bofd - AR BAVRGE > B S
TIaw i £3F 5 vk 4.2 1 o

(=) 19

drode 4-2 Bgor o0 § At e wl ik 52.0% 27 48.0% o F|pt 0 § B
vk Mo

(=)  HBFpR=

Rypd 4-2 07REor 0 H PARs o iE 51.7% 0 ¢ 451 48.3% - H £t

B 5t e dh oo
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1042 HAAATHE (1=302)

g P 2 = oA
(%)

Hu) g 157 52.0
+ 145 48.0

W HFRE g i 156 51.7
A 146 48.3

9 18~29 86 28.5
30~39 103 34.1

40~49 99 32.8

50~59 14 4.6

¥ T AR ) 0 0
SE 38 12.6

B v 230 76.2

L H(501) 34 11.3

B B4 0 0

P 0 0

O F L iF 44 14.6

#lig 1 i 203 67.2

¥igare 55 18.2

v 20,000 12 0 0
20,001~30,000NT 50 16.6
30,001~40,000NT 194 64.2
40,001~50,000NT 58 19.2

50,001~ 60,000NT 0 0

60,000NT 12+ 0 0
B T 2L 270 89.4
H 32 10.6

Bti- g ®  BaTA ik 25 8.3
B 310" 172 57.0
1~3 @ 79 26.2

38 s 26 8.6

FARR AR
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7P N = e F o
(%)

e AR 1 B " /= 155 51.3
2 7 [= 92 30.5

32 [=x 55 18.2

Timwirsd 0500 £ £ 172 57.0
P 500-1000 # £ 114 37.7
1000-2000 # £ 16 5.3

TR KR AT IR

(z) E&

B kS ARG PF RSB T R R T ER T L s
dE o i > K% 30 & ik 28.5% - 30 3 49 & ik 66.9% -

(z) kv £

BEFE2zZ32%kd? o adfie g 3° KYAARZ AR 5 E76.2% K

PR T ARR 5 126% 0 2 & (Z ) B 11.3% 0 TN R F ¢
TR ARG A e 0 HEE A F P AT AR L R GERKT
ARG hRT R BB E

(1) mm

¥z g fc? xS HAs BY 1 R SERWAE 1 (1 67.2%);
Fig1 i3 55 A 5 i1 A3 A 182% ; IR FL 1T 44 4 > kT
w4 4k 1 14.6%

(=) " ¥

d 4 4-2 chF ALk 0 F AT 5 % 20,001~30,000 ik 16.6% ;5 -
B 7 & BEAT 5 30,001~40,000 it 64.2% % B % 5 40,001~50,000 it
19.2% -
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42 HRAH

PR - BRIEI LT LR RSRE L L ATRI g &
23 - RM o B F @ a8 Cronbach’sa & - 1245 &H 24 (X 96) -«
BRI PR 4060 EF0T Y AA A -

44 FEzZ R AT4

BNy -4 = He o Cronbach’s o i
FRA% 5 BT 3 A 0.818
Gl X e 0.825
L/ el 0.768
R 0.790
X Xed 0.839
&A% 0.881
REE B TR 0.824
REEZ L PR 0.838
TR AP ORI

d AR AARET T R AR RFR B AP TREZ E A
2 G - TokBEST L

4.3 Flg A1

ARG R % 72 & 45 (Exploratory factor analysis, EFA) % & ¥
AR BTHMEEA L2 FF L FE S 05 e kfE
BREc-2FFE oo > 275 L KMO % % (Kasier Meyer Olkin
Test) % Bartlett’s % 7| % (Bartlett’s Test of Sphericity) * &% & 1%
L7 i &7 7% A 17 - $945Kasier (1974), KMO & 4 %t 0~1 2 & » §
KMO &+t 0.6 2+ » 2 %% 247 & 47 A «(Mediocre) ; KMO &
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<3 0.7 > HEE A7 & AP R «n(Middling) ; KMOE + »+ 0.8
b HOF 0 47iE & MG 24 ch(Meritorious) - Bartlett’ sz A & 2V 1&
TRET 2 Aol GEE T HEF 0 PE A 005 vEIHEF o

431 RIFEFHEEN S22 FE A H

AT A R FIRIBETE N R F AR T IR
IR 22 AR B L E G2 TRAMA LT E A LA AR A
BEY A 05 M PANET SRR EE R 5 A (JRIFER -
3 a BIREA B AR DAL ) fRE MY 050 FP 2 FET o &
Py $EE 42 KMOE L 0937 4% 0.8 472 FlZ A4 &4
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Nghién citu anh hwéng caa chit lweng dich vu, hinh twong cira
hang d6i véi sw hai long va long trung thanh ciaa khach hang —

Lay Western Union lam vidu

Cé&c ban lao dong Viét Nam than mén :

Xin chao ! V6 cling cam on cac ban di bét cht thoi gian ban ron dé
dién bang cau hoi khao séat ndy. Bang cau hoi ndy muc dich 1a dé nghién cau
vé su anh huong cia chat lwong dich vy, hinh twong cira hang dbi véi sy hai
long va long trung thanh cua khach hang, xin ban hdy tuy theo cam nhan va
cach nhin c4 nhan dé dién bang cau hoi nay. Bang cau hoi nay chi ding trong
pham vi nghién cau hoc tap, tuyét ddi khéng cong khai ra bén ngoai, xin ban
yén tam tra 1i. Y kién cua ban vo cling quan trong, quyét dinh su thanh cong
cuia bai nghién ctiru ndy, rat mong nhan duoc su gitp d& cta ban. Gui dén
ban nhiing 15i chlc tét dep nhat, sirc khoe dbi dao, van su nhu ¥ !

Dbai hoc Nam Hoa, khoa Quan tri kinh doanh
Giao su huéng dan: Dr. Shu-Hung Hsu
Nghién ctru sinh: Lé B6i Nhi

Thang 3 ndm 2019

I. Thong tin ca nhan
1. Gigi tinh: tNam  oNw
2. Tinh trang hon nhan: oPoc than  oba két hon

3. Tudi : 018~29 030~39 040~49 050 tré Ién

4. Trinh d6 gi&o duc: oCap 1 oCap 2 oCap 3 obai hoc (tro 1én)
5. Nghé nghiép hién tai: o Hoc sinh oChiam soc gia dinh oGilp viéc o

Nganh san xuat oNganh xay dung o Khac:
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6. Muc luong ctia ban (TWD) : aDudi 20,000 020,001 ~30,000
030,001 ~40,000 040,001 ~50,000 050,001 ~60,000
060,000 trd 1én

7. Ban ¢ dau Dai Loan ? : o Tinh Van Lam oNoi khac

8. Lan cudi cung ban sir dung dich vu & Western Union 1a bao gio?

02 tuan gan day o3 tuan d&én 1thang ol ~3thang o3 thang tro [én
9. Ban bao nhiéu lau sir dung dich vu chuyén tién vé nha mot 1an?

o 1 thang /1an o 2 thang /lan o 3 thang /1an
10. S6 tién binh quan ban giri vé 1a bao nhiéu :  00-500USD 0500-1000 USD
01000-2000 USD £2000-3000 USD 03000-5000 USD
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I1.Chat lwgng dich vu, hinh twgng cira hang, sw hai long va

long trung thanh cua khach hang

Cian ctr vao nhan dinh cua ban danh dau V vao 6o, xin cam on!

<
(=]
<} <
23|z s
B S = = g
£ . E |2 (3| &| &
Chat lwgng dich vu Sl gl @ a
] . . (') S E < %)a
o (=] [ Ire}
%); < =] <
«
<5
Sw hiru hinh 1 |2 |3 |4

1. | Western Union c6 trang thiét bi rat hién dai.

2. | Cac co so vat chat cua Western Union tréng rat bat

mat. O o |o |o

3. | Nhan vién Western Union an mac rat tuom tat. o |o|o o

4. | Céc tu liéu ¢ ctra hang o lién quan déndichvucua |o |o |o |o

Western Union trong rat thu hat khach hang.

Su tin twéng

5. | Khi Western Union htra 1am diéu gi d6 vao thoi gian

nao do thi ho sé lam. o |o|o|o

6. | Khi ban gap tré ngai, Western Union chang to moi

quan tan thuc sy mubn giai quyét tré ngai do. o |o|o o

7. | Western Union thuc hién dich vu dang ngay tr lan [0 |o |o | o

dau.

8. | Western Union cung cap dich vy dung nhu thoi gian

ho da hua. o |o |o |0

9. | Western Union luu chép dé khong xay ra mot sai xot

nao. O o |o|o
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Sw phan hoi

10. | Nhan vién Western Union cho ban biét khi nao
thuc hién dich vu.

11. | Nhan vién Western Union nhanh chong thuc hién
dich vu cho ban.

12 | Nhan vién Western Union lubn sian sang gidp ban.

13. | Nhan vién Western Union khdng bao gio viqua ban
ma khong dap ng yéu cau cua ban.

Sw dam bao

14. | Cach cu xir ciia nhan vién Western Union gay niém
tin cho ban.

15. | Ban cam thay an toan trong khi giao dich véi
Western Union.

16. | Nhan vién Western Union ludn niém né véi ban.

17. | Nhan vién Western Union c6 du hiéu biét dé tra loi
cau hoi cua ban.

Sw cam thong

18.

Western Union ludn dac biét cha y dén ban.

19.

Western Union lam viéc vao nhirng gio thuan tién.

20.

Western Union ¢ nhan vién biét quan tam dén ban.

21.

Western Union Iy lgi &h cua ban 13 diéu tam niém

cua ho.
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22. | Nhan vién Western Union hiéu ré nhitng nhu cau
cua ban. o |o|o|o
e
c <
R L 2|85 <| 8
Hinh twgng cira hang 23| T 3
=
Chat hrgng san pham 112345
23 | Toi cam thay hai long véi chat lwong san phamcua |o |o |o |o | o
Western Union.
Giaca
24 | T6i cam thy hai long véi gia ca san pham vadich|[o [o [o [o |o
vu cua Western Union.
Thai d¢ phuc vu
25 | T6i cam thay hai long véi thai do cia nhan vien |o |o |o |o |o
Western Union.
Tinh tién lgi
26 | T6i cam thiy hai long véi vi tricta hang cua|o |o |o |o |o
Western Union.
Bau khong khicia cira hang
27 | Toi cam thay hai long véi cach bd trikhénggiancua |0 |o |o [o |o
Western Union.
Hoat ddng xdc tién
28 | Toi cam thay hai long voi cac hoat dong xdc tien o |o |o |o |o

cua Western Union.
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Dich vu hau mai

29 | T6i cam thay hai 1ong véi dich vu hau mdi cua|o |o |o
Western Union.
<
=
2 E|3 :
< (= o jw] g‘
; C,% = S =
(=4 u <> (g i
Cis . , . ® | =] <| &
Sw hai long caa khach hang 2| S| 2 &
S :
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1123|415
30. | T6i cam thay hai 1ong véi tihh chuyén nghiép cua
Western Union. o |o|o|o |O
31. | T6i cam thay hai 1ong véi mdi truong va co so VAt
chat cua Western Union. o |o|o|o |o
32. | T6i cam thay hai long véi hiéu qua cta cac dich vu
duoc cung cap boi Western Union. o |o|o|o |O
33. | T6i cam thay hai 1ong véi tihh an toan trong giao
dich cua Western Union. o |o|o|o |o
34. | T6i cam thay hai 16ng vai cac dich vu tai chinh do
WesternUnion cung cap. o |o|o|o |O
=
(=
AN -
1 £8| 8| §
Long trung thanh cia khach hang Sla|l<| 8| %
Sle| & T &
" «
«%;, < =) <
<
11234 |5
35. | Trong tuong lai, t6i van s& dén Western Union dé
chuyén tién vé Viét Nam. o |o|olo |o
36. | DU ti c6 biét cac trung tam chuyén tién khéc, toi
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van s& dén Western Union dé chuyén tién vé Viét|[o |[o [o |o

Nam.

37. | T6i s& gigi thiéu cho ban bé biét dén trung tam

chuyén tién Western Union. o |o|olo |o

38. | Néu c6 nhu cau thich hop, tdi s& str dung cac hang
muc dich vu tai chinh khac dwgc cung cap bsi|o |o |o |o |o

Western Union.

Cam on ban da gitp tdi dién phiéu khao sat nay, chic ban van su nhu y!
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