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Abstract

The objective of this quantitative research was to study the
customers’ communication behavior, satisfaction and brand loyalty, and to
study the differences of communication behavior according to personal
factors, as well as the relationship between communication behavior,
satisfaction and brand loyalty of automobile credit customers. The sample
was 402 customers from whom data were collected using questionnaires.
According to the research findings, the satisfaction with the call center
overall and with respect to service was at a moderate level. The satisfaction
with the staff was at a high level. As to brand loyalty, it was found that the

attitude was at a high level and the behavior was at a moderate level.
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Difference in income was a factor in different communication behavior.
Those who had lower income tended to use call center services more than
those with higher income. In addition, communication behavior was related
to satisfaction with the call center overall and with respect to service, and
was also related to brand loyalty towards automobile credit companies with
respect to behavior. Satisfaction with the call center overall and with respect
to service and staff was related to brand loyalty towards automobile credit
companies with respect to attitude and behavior at the 0.05. level of

statistical significance.

Keywords: satisfaction; brand loyalty; call center; leasing
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