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A Study on Relationships between
Service Characteristics and Consumer Satisfaction and Royalty

January 2016
Ryota Kurosawa

Keio University

In this paper, | focus on how characteristics of service affect consumer satisfaction and royalty.
Hypotheses are proposed based on SERVQUAL and Service Dominant Logic: assuming service
quality consists of , “point”, “information disclosure”, “access”, “customize”, and “solution” and a
causal model was developed. Online survey was conducted to 120 collage students and young
workers, who often use ski shop. “Solution” has strong influence on customer satisfaction and
royalty. Moreover, “access” has only influence on royalty, and suggest the importance of the contact

point between customers for relationship.
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