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Causal Role of Emotionally based Satisfaction and Service Reputation in Explaining

Relationship between Service Quality, Satisfaction and Service Loyalty in Mobile
Telecommunication Company
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Abstract

The purpose of this paper is to identify the causal role both emotionally based satisfaction and
service reputation by examining the relationships among each dimensions of service quality,
cognitive satisfaction, emotionally based satisfaction, service reputation and service loyalty in
mobile telecommunication company. The results of the study are as follows: First, conviction
quality had not influence on both cognitive satisfaction and emotionally based satisfaction, but
tangibles quality had more influence on cognitive satisfaction than emotionally based satisfaction
and responsiveness quality had more influence on emotionally based satisfaction than cognitive
satisfaction. It found that there was a significant positive relationship between dimensions of the
service quality, cognitive satisfaction and emotionally based satisfaction, and dimensions of the
service quality affect satisfaction either directly or indirectly through emotion. Second, consumer
satisfaction had more effect on service loyalty through service reputation than direct effect.
Therefore, service loyalty can be build by increasing emotionally based satisfaction and service
reputation to customer who is perceived as good service.
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