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A Study of Brand Image Impact on Postal Savings Services

Customer Satisfaction : Take an example of Taipei Residents
Student: Chin-wei Liang Advisor: Dr. Kuang-Hua Chen

Degree Program of Business and Management
College of Management

National Chiao Tung University

Abstract

Chunghwa Post, government-owned enterprises for the public postal services,
has been supporting the country's economic construction and development more
than one hundred years. However, in recent years, the impact of electronic
networks along with flourishing private delivery, financial services and insurance
industry force the dominance of the postal market to face the unprecedentedly
competitive environment. As a result, Chunghwa Post restructured itself of
Chunghwa Post Co., Ltd. on January 1, 2003. Postal savings counters and delivery
personnel are the first line of service, which is on behalf of the company's brand
image in the eyes of the customers. On the other hand, it means the better the
quality of service, the higher customer satisfaction, which improves company's
overall operating performance. Only through this can Chunghwa Post Co. survive
in this highly- competitive market.

This study is conducted based on Howard-Sheth Model measure service
quality by a modified SERVQUAL scale proposed by Parasuraman, Zeithaml &
Berry in 1988, also using the measure brand image by the research proposed by
Park, Jaworski and Macinnis in 1986. As the above mentioned, we can better
understand the brand image of the postal savings service, customer satisfaction
and the relevance among them. The main subjects are residents in Taipei city and
10 post offices purposively chosen in Taipei, with the result of effective 452
questionnaires. Moreover, empirical results show the bran's functional, symbolic,
experiential aspects all have positive impact on customer satisfaction.

Eventually, this study suggests postal savings service of Chunghwa Post
assess the target market more prudently, develope marketing strategy more
appropriately; furthermore, it is also advised to run a series of improvements and
integration in order to face the future competitively.

Keywords: brand image, service quality, customer satisfaction
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