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ABSTRACT

A Study on the Effects of Perceived Quality on Brand
Image and Customer Loyalty

-Focusing on domestic Multi—-Function Printer market-

Song, Keo—-Young

Major in Management Consulting

Dept. of Knowledge Service & Consulting
Graduate School of Knowledge Service
Consulting

Hansung University

This study was intended to explore how the perceived quality of
multi—function printer influences brand image and customer loyalty, and
investigate the factors which contribute to increase in revenues and
acquirement of stable profits through the customer loyalty that can be
created as brand image leads to re—purchase of a product and the
recommendation of the product to other people.

This study was conducted on the purchase decision-makers of
domestic companies who purchased or leased multi—-function printer
within the recent five vears. On the basis of the responded materials,
validity analysis, reliability analysis, multiple regression analysis, and
structural equation modeling analysis were performed.

The results of the empirical survey in this study can be
summarized as follows:

First, regarding whether the perceived quality factors of
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multi-function printer significantly influence brand image, product
quality, service quality, and service attribute of salespeople positively
affected the brand image.

Secondly, regarding whether the perceived quality factors of
multi—function printer significantly influence customer loyalty, there was
no significance in product quality and service quality, but the service
attribute of salespeople positively affected the customer loyalty.

Thirdly, regarding whether the brand image of multi—function printer
significantly influences customer loyalty, there was positive influence in
the brand image.

As described earlier, it was found that the perceived quality factors
of multi-function printer significantly influenced brand image, and
among the perceived quality factors, service attribute of salespeople and
brand image positively affected the re-purchase intention and
recommendation intention.

Given the results of this study, companies producing multi—function
printer should seek to come up with a strategy for enhancing a distinct
brand image in order to improve customer loyalty. In addition, they
have to continue to develop and strengthen the salespeople’s service

improvement direction which will satisfy customer expectation.
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