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Investigating the Causal Relationship between Service Quality
and Customer Satisfaction by Granger's Test
of Casuality Method

Yoonseo Park**

m Abstract =

In the marketing research area, service quality and customer satisfaction have been considered as ones of the
most important marketing variables. However, there has been a lot of controversy over the direction of the casual
relationship between the service quality and the customer satisfaction. The purpose of this study is to investigate
the casual relationship between the service quality and the customer satisfaction. Granger’s test of casuality method
has been used to test the casuality relationship between two variables. In this paper, we applied the Granger’s test
of casuality method to KS-SQI and NCSI data of 17 business area which had been gathered annually. As the research
result, we found that the customer satisfaction might cause the service quality in many service area.

Keyword : Service Quality, Customer Satisfaction, KS-SQI, NCSI, Granger’'s Test of
Casuality
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