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The Correlation Between Service Quality and
Behavior Intent
— Empirical Study for Mobile Phones Industry

Ming—Hung Lee”

Abstract

This study first measures the service quality of Taiwan mobile phone companies by
using SERVQUAL model. Furthermore, it analyzes the correlation between service quality
and customer behavior intents, also their response. This empirical study attempts to
develop some hypotheses. By testing those hypotheses, this study draws some valuable
conclusions and recommendations.

Keywords : Service Quality, Customer Behavior Intents, Behavior Response, Quality
Dimension Model.
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