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ABSTRACT

Marketing scholars and practitioners have recognized the importance of
building good relationship quality to win customer loyalty in a highly
competitive environment. However, the factor of service encounter has rarely
been incorporated in the causal model of relationship quality and customer
loyalty in relative research, especially the ocean freight forwarding industry.
Based on previous studies, this study develops a conceptual causal framework of
service encounter, relationship quality, and customer loyalty, aiming to identify
the antecedents and mediators that affect customer loyalty. In addition,
personnel relationship quality and corporate relationship quality are
differentiated to investigate their influences on customer loyalty. A total of 153
valid questionnaires were collected for hypotheses testing, and structural
equation model was conducted to simultaneously estimate the impacts of
multiple variables on customer loyalty. Results show that service encounter has
a significant positive effect on corporate relationship quality through personnel
relationship quality. So do both variables of personnel and corporate
relationship quality on customer loyalty. It is worth noting that the direct effect
of corporate relationship quality on customer loyalty is stronger than that of
personnel relationship quality. It is thus suggested that ocean freight forwarders
should reinforce the service encounter of frontline employees to improve the
personnel and corporate relationship and then achieve customer loyalty.

Key Words: Service encounter, Relationship quality, Customer loyalty, Ocean
Freight Forwarder
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