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Abstract :

This study aims to identify the impact of service’s quality dimensions on consumer’s loyalty through
mediation of customer satisfaction of sample from Mobilis customers invoking a servperf model,
which focuses on measuring the actual performance of the service. We have collected data from a
guestionnaire handed to a random sample composed of 237 consumers. Using SPSS as tool analysis,
the study came up to find an indirect influence between the dimensions of service’s quality and the
customer’s loyalty through customer’s satisfaction.

Keywords: Service quality; Customer’s satisfaction; Customer’s loyalty; Serqual model; Servperf
model.
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