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ABSTRACT

The objective of this study is to investigate the causal relationship
between customers perceptions of the enterprise’s service quality and
customer loyalty. The research object is the customers of a hosiery factory in
Changhua County. The sampling method is the purposeful sampling and
random sampling. In this study, the sample number is 370 and the effective
questionnaire rate is 81%. A questionnaire of customers perceptions of the
enterprise’'s service quality and customer loyalty for the hosiery tourism
factory was adopted to proceed the data collection. Furthermore, this study
employed statistics anaysis, stepwise multiple regression analysis and back
propagation neural network method to analysis the collected data. The results

showed that the total variation of customer loyalty is explained by the
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regression is 49.5%. However, the back propagation neural network method

used in this study could not get converged results.

Keywords. Hosiery Tourism Factory, PZB Service Quality Model
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