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A study on the dynamics of service quality dimensions

and customer commitment

Kwon, Yeong Hoon

Division of Business Administration, Kyungnam University

Abstract

The purpose of this paper was to examine the dynamics of service quality
effectiveness to customer commitment according to service relationship duration.
The questionnaire method was adopted to collect the pocket phone service
customers. The research framework represented the first attempted that
depicting the relationship between service quality dimensions, customer
commitment and behavior intention according to service duration.

It was found that a follows: First, the effectiveness of service quality
dimension to customer commitment was very different to each commitment
elements. Specially, assurance dimension had no effect on any customer
commitments. Second, each customer commitments had an unique effect direction

and power to customer's behavior intention. Third, it was found that service
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relationship duration had an moderated effect between service quality dimensions

and customer commitment, customer commitment and behavior intention.
Keyword: Service quality dimension, Customer commitment, Customer behavior

intention, Service relationship duration
(=FF1d 2008. 3. 17 ; AAMTAHY 2008. 5. 28)
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