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Creation and Application of a Model on the Relationship
between Service Technical Innovation and Service Loyalty

XIE Chun-chang', ZHANG Zhong-ke’
(1. Business Planning College, Chongging Technology and Business University, Chongging 400067 ;

2. School of Business Administration, Hebei University of Economics and Business, Shijiazhuang 050061, China)
Abstract: From the angle of customer perception, this paper discusses the relationship between service loyalty and the characteristics
of service technical innovation such as manifestation, efficiency, easiness, perception control, convenience and perception risk and so
on. The research results show that there is a positive relation between service quality and manifestation, efficiency and easiness of
service technical innovation, that there is no obvious relation between perception control and service quality and perception value, that
it is negatively correlated among customer perception risk, service quality and service loyalty and that service quality and perception
value have positive effect on service loyalty. Service enterprises should actively make technical innovation, especially emphasize the
factors which can attract the attempt and repetitive use of consumers, and regard monitoring and decreasing risk perception of
consumers as the important work to attract consumers’ using innovative service techniques and to cultivate customers’ loyalty.

Key words: service technology; technical innovation; service loyalty; customer perception; service quality;

perception value; risk perception
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