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Assessing the Effects of Multi-Channel Service Quality on
Customer Satisfaction and Loyalty in Retail Banking

Jiyoung Kim

Research Fellow, Yonsei Business Research Institute, Yonsei University, Seoul, Korea

m Abstract =

Service channel environments have changed dramatically with the advent of new, online digital channels. This article
studies the effects of perceived multi-channel service quality on customer satisfaction and loyalty in the banking in-
dustry and the moderating role of age, which is a characteristic of customers. The objective is to identify the quality
factors that affect the overall satisfaction and loyalty of a multi-channel customer. A quantitative study was conducted
on 900 customers, with the main targets being users of the nine primary Korean retail banks. Results show that per-
ceived service quality of the physical environment, human service, Internet banking, mobile banking, and ATM has
a positive influence on overall satisfaction and loyalty. Age moderates the relationship among physical environment
quality, human service, and customer loyalty.

Keywords : Multi-Channel Service Quality, Retail Banking, Perceived Service Quality, Online
Channel, Mobile Channel, Customer Satisfaction, Customer Loyalty, Customer Age
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Ea .
ATM AH| = #2 3.65 15 347 7 3.60 61 3.55 69 3.59 68

A HEE 379 69 3.62 67 3.63 62 3.69 69 373 62
I A= 37 70 357 69 3.56 64 361 13 3.65 69

(B 7) A0 e =Zan

TEHTF D AR
15HA 29| 35HA|
B Beta sig. B Beta sig. B Beta sig
(Constant) 360 002 353 002 343 007
B4 84 4 137 132 .000 135 131 .000 073 070 057
AA Muj~ F4 442 402 .000 441 401 .000 Bk 466 000
el W Au) 2 FA 070 061 .103 074 064 036 .060 052 219
Eapd Wiz Auj s E4 161 147 .000 155 142 .000 184 167 .000
a7 A~ F4 -011 -.010 765 -.005 -.005 886 002 002 961
ATM Au| 2~ F4 118 120 .000 115 117 .000 087 039 010
S 053 031 198 165 096 554
E <A .262 .555 .002
A xA -.279 -.591 .003
A xAH 005 012 957
ol xdH =092 -19% 318
D x A -059 | -118 | 500
ATMx1# 126 273 085
R’ 509 510 520
adi. R® 506 506 513
F change 154.41 1.658 3122
sig. F change 0 0.198 0.005™

* p < 0L
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