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and trust towards customer loyalty in network service Empirical Test
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Abstract:

An integrative framework is proposed for the theoretical underpinning for the study.
To measure all the constructs and indicators, this research distributes questioners to
195 customers of Mobilis brand. On the basis of empirical research carried out in the
telecommunication market, this paper proposes a structural equations model (SEM)
enabling us to reach the conclusions that satisfaction is antecedents leading directly to
customer loyalty, with the former exerting the greatest influence; and perceived
quality/trust are a consequences of satisfaction. At the same time, the paper shows that
the satisfaction in brand has a mediating influence on the causal relationships between

perceived service quality, trust and customer loyalty.
Keywords: Perceived service quality; Trust; satisfaction; loyalty; Structural Equation

Modeling.
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Chi_2 | 617,037

Degree of freedom DF 132
p-value 0.000

RMS 0,195

Indice RMSEA SteigerLind 0,120
GFI-Joreskog 0,810

AGFI-Joreskog 0,754

IGP Indice Gamma Population 0.869
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(el ol Slpaall o @lEdall) Gulall z3gas ysuas 4 Jgus
Al Gl yuaid) | claaidll | el Uad T | Niveau P
Al E| 1.96< <0.05

(qual)-1->[quall] | 0,757 0,427 | 23,893 0,000

(qual)-2->[qual2] | 0,795 0,368 | 27,715 0,000

(qual)-3->[qual3] | 0,796 0,366 | 27,873 0,000

(qual)-4->[qual4] | 0,716 0,488 | 20,443 0,000

(qual)-5->[qual5] | 0,573 0,671 | 12,590 0,000
(trust)-6->[ trust 1] | 0,745 0,445 | 20,437 0,000
(trust)-7->[ trust 2] | 0,643 0,587 | 14,778 0,000
(trust)-8->[ trust 3] | 0,562 0,685 | 11,497 0,000
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(loya)-24->[loya3] | 0,654 0,573 | 15,949 0,000
(loya)-25->[loyad] | 0,712 0,494 | 19,371 0,000
(loya)-26->[loya5] | 0,657 0,569 | 16,099 0,000
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A all Bogaell) Watudl Sladall car Bs2sll WMl § Ogu3ll Ly adil Joisagll 5ol
WISUBETTYGTSIEF
alpall o olbley! Julxs [4.Jgus

SN <l yaziall Hlasiy Jalza g).yul\ Ll eVl | P-Level

Bi = T P

(QUALP)-39->(SATI) 0,540 0,044 | 12,189 0,000
(CONFC)-40->(SATI) 0,841 0,028 | 29,555 0,000
(SATI)-41->(LOYAL) 0,812 0,035| 23,198 0,000
(E1)-37-(SATI) 0,000 0,000 / /
(E2)-38-(LOYAL) 0,341 0,057 6,001 0,000

.[IN=195]Statistica.. Jleaiwl cnimldl slae] :yiuuae
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