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The effects of total quality management for

marketing management and customer satisfaction
on PA-LV model

Shun-Hsing Chen * I-Ping Wu **

Chen-Kuo, Pai ***

Abstract

The government has positively carried out the financial liberalization and relieved
many monetary control measures on a large scale. When the market transforms into a
buyers’ market, serving the entrepreneurs facing the homogenous highly competitive
situation, it should provide a kind of enterprise value to attract customers’ attention.
Over the years, the related securities firms’ research regarding customer satisfaction,
mostly stresses the service quality ability definition and the SERVQUAL weight di-
mensions as a subject. This study takes the cities of Hsin-Chu and Miao-Li and its 402
customers of the securities firm as an object, by the structural equation model, dis-
covered by way of the LISREL 8.51 real case study results. 1. Managerial philosophy,
product design, quality information and process management is significantly positively
correlated with marketing management. Empower, product design and quality informa-
tion has a significant positive influence on customer satisfaction. Market management

is having the influence of which customer satisfaction is related.
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19 AE 5150 P B (R IRF 52 B4 b v B L 2 288+ T Al AN AR e st s gt
ﬁ%ﬁi)f?‘é'iﬁ&é’ﬂfﬁ% (Kline, 1998) « EPAEEL (2006 ) F5 HAH B AR BT 38 A /N
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SR IE & B I ] o2 S A B (PR AR 88 B R SZ = AH R -
726 MR R BT8R/ N 28
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0.70%0.99 15 AH B
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0.10%0.39 R HE B

0.10LLF 8 55 B I AH A

B RR ¢ BRe% EL(2006)
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M | EE | sk | U | A e
6.71
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121 | 1.04 | 1.04
AEFI#E | (0.15) | (0.11) | (0.07)
8.35% | 9.38* | 14.16*
481 | 370 | 1.82 | 1043
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9.55% | 9.41* | 839* | 10.38* | 14.16*
. 3.34 226 | 1.05 4.08 3.43 5.49
BEERETR
o (0.35) | (0.25) | (0.13) | (0.43) | (0.32) | (0.39)
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3.66 278 | 1.32 5.21 421 4.11 7.72
B EEN | (0.40) | (0.30) | (0.16) | (0.52) | (0.38) | (0.38) | (0.55)
9.08% | 9.26* | 8.44* | 10.16* | 10.97* | 10.69* | 14.16*
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A7 MR A T B A 9V A A T A B
178 | BEE |RE | =k AR Kb FEhh | BEARE | Y | A | TR
B | R | M| EE IR aal | REH | Eal | OGE | B
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BEZ =R | 059 | 1.00
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R ARG W | R | SR
Chi-Square with 62 Degrees of Freedom=90.86 (p=0.0) P>0.05 | fE
Goodness of Fit Index (GFI)=0.97 0-1 >0.9 Rt
Standarded Root Mean Square Residual (SRMR) = 0.024 0-1 | <0.05 Rt

Root Mean Square Error of Approximation (RMSEA) =0.063 | 0-1 | <0.08 Ri7
b E SE R ]

Adjusted Goodness of Fit Index (AGFI) =0.91 0-1 >0.9 Ri7
Non-Normed Fit Index (NNFI) = 0.95 0-1 >0.9 RiF
Normed Fit Index (NFI) = 0.97 0-1 | >09 RiF
Comparative Fit Index (CFI) = 0.98 0-1 >0.9 Ry
Incremental Fit Index (IFI) =0.98 0-1 >0.9 RiF
Relative Fit Index (RFI) =0.92 0-1 >0.9 Rt
S BC R

Critical N (CN) = 254.15 >200 RIF
Normed Chi-Square ( x */df) = 90.86/35 = 2.59 <5.0 RIf
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FE ) s o S IR B 20T o DL TR B ) BN TEE mEE B
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T TregE AR
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HEBR 0.15 2.36* - -
Sy =gl EIEEZSVES - - 0.09 2.29%
AR 0.15 2.36% 0.09 2.20%
HESER -0.05 -0.86 - -
=S FE [FiEERVES - - -0.03 -0.86
LEERVES -0.05 -0.86 -0.03 -0.86
HERR -0.09 -1.54 - -
N EF# MR - - -0.05 -1.52
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HER 0.06 0.88 0.31 4.84% %
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