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The Customer Psychological Characteristics and Corporate Image as Predictors of
Customer Loyalty in Mobile Service Industry
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Abstract

It is an important marketing topic how to use company image to attract and retain
existing customers. This study use consumer psychological characteristics as the antecedent
and corporate image as mediator to explore the influence of customer loyalty. Referencing the
relevant literature, we use Chunghwa Telecom, Taiwan mobile and far Eastone
Telecommunications as the samplings to design questionnaire and eight assumptions. After
collecting the sampling data, we verified direct effects and the mediation model through
structural equation modeling analyses and Sobel tests. Structural equation modeling yields
insights into the influence of the dimensions on customer satisfaction and loyalty. The result
can provide valuable reference information for mobile service providers to develop their
marketing strategies and enhance customer attitudinal and behavioral loyalty.

Keywords: Customer psychological characteristics, Corporate image, Customer satisfaction,
Customer loyalty.
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