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A Study of Industrial Machine of Customer
Satisfaction to Customer Loyalty

Chun-Chin Hung” Yung-Tao Chen™

Abstract

The customer satisfaction is a main factor for an enterprise in seeking growth and
long existence. Customer loyalty is the best weapon for an enterprise in competition. The
aim of this research is to discuss the influence of industrial machine of customer
satisfaction to customer loyalty, and analyze whether customer satisfaction can have
complement effects when influence of customer expectation is included. Questionnaires
were mailed to 945 enterprises randomly selected from “Members list of plastic industrial
products association in Taiwan”, “Members list of plastic industry in Taiwan™ and
“Manufacture list in Taiwan and Fuchien area”. 203 valid questionnaires in total were
returned, representing a response rate of 21.48%. The results of this research show that: 1)
The degree of satisfaction of product quality and logistics are positively related to degree
of overall customer satisfaction. 2) The degree of overall customer satisfaction is
positively related to customer loyalty. 3) There are significant relationship between

customer switching attitude and customer loyalty.

Keywords : Industrial Machine, Customer Satisfaction, Customer Loyality.
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