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A Study on Factors Influencing Perceived Overall Quality
and Performance in Financial Services

Hong, Seong Tae™
Lee, Won-Jun™*
Kim, Chong-Dae™**
Kim, Byoung-Jai****

Abstract

With the introduction of the Capital Market Integration Act in 2009, the new competitive scope
and paradigm is opened in Korean financial services market. The change of financial industry and
institutions will lead to the behavioral change of customers who consume and choose financial services.

While researches from the financial perspective have been conducted, works from the marketing or
customer oriented approach has long been relatively ignored.

The purpose of this study is to investigate influencing factors and process of financial services
customers’ choice behavior. More specifically, the main theme is how to enhance customer brand
loyalty and purchase intention through the perception of overall quality of the service product.

An integrated conceptual model including antecedents, mediating variables and consequences is
established through comprehensive literature reviews of extant works on environmental change,
customer behavioral change and choice behaviors.

Hypothesis testing is done with SEM analysis. According to the results, the attractiveness of
financial product, the reputation of financial firm, and self-brand image congruence among exogenous
variables make a positive effect on perceived overall quality. And perceived overall quality has a

significant effect on brand loyalty.

Key words: Financial Service, Choice Behavior, Capital Market Integration Act, Perceived Overall

Quality, Brand Loyalty, Purchase Intention
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