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Abstract

This study aims to analyze the impact of service quality on customer loyalty,
focusing on the mediating role of customer satisfaction and the moderating
effect of switching costs.

A descriptive and analytical methodology was used, and data were collected
through a questionnaire distributed to a sample of service institution customers.
The findings show that service quality positively influences customer
satisfaction, which in turn reinforces loyalty.

While switching costs can moderate the satisfaction—loyalty relationship, they
cannot replace poor service quality.

The study recommends that institutions invest in improving service quality as a

key strategy to build strong and lasting customer loyalty.

Keywords: service quality, customer satisfaction, switching costs, loyalty.
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