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Study on the Impact of Brand Image and Service
Quality on Brand Loyalty for Customers- An example
case of 859C Coffee Chain Stores in Pingtung Area

*

Yeong-Shenn Lin~ Ching-Yuan Tsay  Marko Chen™

Abstract

This research studied on 859C to coffee chain stores in three dimension among service quality,
brand image, and brand royalty search for their effectiveness. This research has issued 420
questionnaires totally, and collected 400 questionnaires for consumers in Pingtung area, who has
finish consumption. Questionnaires effective rate was 95%. Used SPSS V18.0 for statistical
analysis, research for the relationship among service quality, brand image and brand royalty.

This research discovered that service quality is positively related to perceived quality, brand image
is positively related to perceived quality, and perceived quality is positively correlated to brand
royalty. Also, the effect of service quality to referred variable to brand royalty is significant; the
effect of brand image toward referred variable to brand royalty is also significant.

Concluded from the data, the following suggestions are provided to the coffee operators.

1. Enhance service quality of 852C: Increase consumers awareness of the brand and highlight the
brand awareness are different from the way the use of creative marketing with the marketing
practices.

2. Strengthen brand image of 85<C: Design a linkage for the brand identity between consumer
goods emotional identification and the product, strength the brand associations and thus increase

brand image.

Keywords : Service Quality ~ Brand Image ~ Brand Loyalty
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