
 Journal of Sociological Research 

ISSN 1948-5468 

2014, Vol. 5, No. 1 

www.macrothink.org/jsr 306 

Effect of brand trust and customer satisfaction on brand 

loyalty in Bahawalpur 

Zohaib Ahmed 

Department of Management Sciences, The Islamia University of Bahawalpur (Pakistan) 

 

Muhammad Rizwan (Corresponding author) 

Lecturer, Department of Management Sciences,  

The Islamia University of Bahawalpur, Pakistan 

E-mail: rizwan.arshad@iub.edu.pk 

 

Mukhtar Ahmad 

Department of Management Sciences, The Islamia University of Bahawalpur (Pakistan) 

 

Misbahul Haq 

Department of Management Sciences, The Islamia University of Bahawalpur (Pakistan) 

 

Doi:10.5296/ jsr.v5i1.6568   URL: http://dx.doi.org/10.5296/ jsr.v5i1.6568   

Abstract 

Brand Loyalty is the only tool for any company to survive in a severe competition. Brand 

helps in creating relationship between consumer and producer. In this research we study and 

investigated the effect of service quality, perceived quality, perceived value, brand trust and 

customer satisfaction on brand loyalty. The service quality, perceived quality and value were 

determined to be input variables; brand trust and customer satisfaction were determined to be 

intervening variables; and brand loyalty was determined to be the output variable. Conceptual 

model was designed to explain the factors on brand loyalty. Our study based on a 

self-administered survey that was conducted in Bahawalpur setting. Data were collected from 

the randomly selected 150 Hewlett Packard product consumers. Our study results provide a 

better understanding about brand loyalty among customers for companies to analyse and part 

played by each element in the progress of brand loyalty. Moreover it highlights the crucial 

role played by affective elements. 

Keywords: Brand loyalty, brand trust, customer satisfaction 
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Introduction  

Brand is an important subject which creates positive image in eyes of customers to make 

itself different from the competitors(kotler,2004).Today in the age of globalization internet is 

now spreading in the world quickly as compared in the past due to this the competition 

among the products are more severe to survive. This makes brand more important and uplift 

at high level. In the world of marketing and other businesses brand is growing up as an issue 

and become more important at international level. In the intensive competition to make the 

customers loyal to brand marketing strategies help to create positive image. An organization 

can determine its success by the degree of their brand rather than to build a new plant or 

technical innovation. Loyal customers even at toughest times purchase the product offering at 

high rate. 

In the process of product choice by the customers brand plays an important role. The mean of 

this process is to create a link between the producer and consumer to provide them the 

functions that are promised by the product to meet his or her expectations. That’s why 

customers consider brand in the product selection process when they intend to purchase. If 

customers aware more about the role and importance of brand they would be more loyal to 

the brand product. This creates a strong link between brand and loyalty about that brand. 

Brand loyalty concept is complicated and not one dimensional (Ha, 2005).The existence of 

the loyalty to brand is possible when customers feels that the product has right characteristics 

according to the quality and price of the product. 

Brands are the asset of organizations. They interlink consumer and the company that build 

customers trust and loyalty to the brand. So that this loyalty brings greater market share when 

the product is purchase by the customers loyal to the brand (Assael 1998). Brands are 

considered as the more important assets of the company that make customers loyal and have 

value for the end consumer. Thus the brand helps customers in purchase decision making. 

Furthermore brand creates a relationship with the customers either the relation is positive by 

continuing the brand or negative by moving to the other brand. 

The committed consumers purchase the brand repeatedly. The preference of a person is 

affected by the behaviour of consumer that resulted in brand loyalty. There is a consistency in 

buying a product from the preferred brand class at any price. Different marketing steps are 

taken by the companies to make the customers loyal. They used different programmes to 

attract the customers. In return they get the customers loyal to them and talked about the 

brand among friends positively. This positive word of mouth is very effective for the 

company that helps them in gaining the great market share. 

The understanding about the needs and wants of the customers is important but majority of 

the companies failed to do it. The power of the customers of understanding about the 

products in present day is more as compared in the past. In this result customers remain 

unsatisfied. Thus not only credibility but loyalty of the brand is also affected directly and 

indirectly by this dissatisfaction of customers. In the beginning point, customer’s satisfaction 

is built if the customer has full confidence or trust on the brand. If brand fails to fulfil 

promises customer will move to the competitor brand product. 
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The research scholars have now complete understanding about brand loyalty that is of great 

advantage for the companies from past few years. There are many studies about focus on 

advantages of customer loyalty to the brand andtheir strength to attain great outcomes (Oliver, 

1999; Russell-Bennett et al., 2007).From the practical point of view, in order to enhance the 

brand experience it’s important to know how loyalty to the specific brand can be reinforced.in 

this observation loyalty of customer shows a wider role and connect the company, its 

employees and shareholders with the final consumer of the product. Similarly brand is a main 

mean to understand the consumer brand link. 

Every of the firm want to attract the customers and they would have the high brand feeling 

about the product. For this purpose customer satisfaction is necessary factor that can move 

the customers towards it. From this point of view if the customers will satisfy with their 

specific brand they would make repeat purchases and show commitment. Not only 

satisfaction various other factors affect the brand loyalty of consumer include trust, quality 

perceived value, equity. These factors are helpful in creating the multidimensional construct 

of brand loyalty. In this research we are studying the variables including service quality, 

perceived quality, perceived value, customer satisfaction, brand trust and their effect of brand 

loyalty. These determinants are designed to know the effects on brand loyalty. 

The loyal customers of specific brand probably willing to pay any price for the product 

(Jacoby and Chestnut 1998; Pessemier1959 ; Reicheld 1996).All this is due to the 

communication of the brand, trust of the customer and better service quality offered by the 

brand make consumer attractive to use it. Companies achieve the great share in market if 

loyal consumers purchase the brand constantly (Assael 1998). Moreover loyal consumers 

have a perfect image in their sights to use the product repeatedly overtime (Upshaw 

1995).Higher brand performance results and customer brand association may builds brand 

trust and loyalty that was a result of better communication and great service quality. Thus the 

loyalty to this brand can be understand through trustworthiness, service quality and perceived 

quality. 

 

Literature review 

2.1 Brand loyalty 

A situation in which consumer purchase and uses the brands of their trust as compare to brand 

that they don’t trust. In this way consumer shows a commitment to that brand. Brand loyalty 

can be measured through positive word of mouth, satisfaction of customer, brand trust, 

sensitivity of price etc. A degree in which consumer consistently purchases the brand 

available in the product category. The loyalty to the specific brand of consumer will remain 

unchanged if the brand is as long available (Rizwan et al., 2013). Today’s customer has more 

power of understanding about the brand and they will buy the brand from specific product 

category if they feel that the product has right characteristics, quality and price. Moreover 

they don’t move towards other suppliers to purchase the product. Also if the other brands are 

available at low prices having higher quality, consumers will remain loyal to their specific 
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brand. 

If the company wants to achieve the profitability and compete with their rival products brand 

loyalty is condition for it (Aaker, 1995, 1997; Reichheld, Markey, and Hopton, 

2000).Companies offer many brands to their customers but unfortunately not every brand 

attracts the customers. Only few brands give company higher loyalty customers. Marketing 

strategies are the heart of company to build a customer brand relationship; particularly in 

intensive competition by reducing the product disparity (Fournier and Yao, 1997).From the 

literature point of view brand loyalty in marketing has now great importance from last few 

decades (Howard and Sheth 1969). 

Due to the better perceived quality or positive image of brand the loyal consumers prefer to 

purchase the specific brand but not for the price (Chaudri, 1999). Through the attributes and 

good quality habit brand can be identified (Jacoby and Kyner, 1973).In general the customer 

level of satisfaction can be identified either the brand fulfil their expectations or not through 

the means of brand loyalty (Bloemer and Kasper, 1995; Ballester and Aleman, 2001). The 

performance of the brand is recognized by higher customer’s loyalty. 

 

2.2 Brand trust 

It is a promise of brand with their customers to fulfil their expectations. Brand trust is an 

important item that helps customer loyal to the brand. Without the trust on brand customer 

can’t enter in loyalty set. To build a trust it’s important for the Consumer to take and asses the 

information from the product. Companies can build emotional trust if they can prove that the 

brand is only for the customers and meet their expectations (e.g. brand is trustworthiness and 

friendly for the family use).Consistent brand demonstrate this specific behaviour. 

The customers trust on specified brand functions and willingness to purchase the brand from 

the product class (Moormal et al 1993). The vagueness in the situation can be diminishes by 

the trust through which customer can rely on the specific trusted brand product. Brand loyalty 

is a result of brand trust or promises that build the highly valued connections Morgan and 

Hunt 1994, Chaudhuri and Holbrook, 2001).Some scholars defined commitment as "an 

enduring desire to maintain a valued relationship" (Moorman, Zaltman, and Deshpande 

1992).So promises are the cause of constant on going and retaining a relationship build 

between company and consumer. 

H1: Brand trust positively correlated with brand loyalty   

 

2.3 Service quality 

Service quality can be defined as the observation of customer about service items that include 

quality of physical atmosphere, resulted quality, and interfaced quality. Furthermore these 

service items can also be estimated on the basis of detailed dimensions of quality, awareness, 

consistency and promises. In addition to this, service quality contains the exchange of 
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relationships between salesperson and the purchasers. Due to the better services provided 

customer wants to avail the services at shop. This resulted in the extensive coordination 

between salesperson and consumer. 

Service quality can be defined as the divergence between customer image about the service 

presentation and his/her expectations for services. Service quality is an essential item in 

building the brand trust and defined in other words as the decisions that are resultant from 

estimation process in which customers differentiate the service provided to them and the 

services they perceived   (Parasuraman et al, 1988) Gronroos (1984). 

The customer’s decision about the whole performance of the service product ( Zeithaml 

1988). If the quality experienced by the customer is according to the quality they expect 

about the brand this resulted in a better service and perceived quality Gronroos (1988). The 

model of service quality that got fame was presented by Parasuraman et al. (1985, 1988). 

There is a major effect of service quality on the loyalty of customer (Bolton and Drew 1991). 

Some scholars suggested that only those elements have major effect on brand loyalty that is 

not intangible but gives response (Kayaman and Arasli 2007). The quality perceived by the 

customer and their satisfaction level the indirect link among brand loyalty and service quality 

can be defined (Chitty et al., 2007). 

In service organizations they must have to facilitate the customer with their consistent and 

best service qualities that can make them at the top in the competition of services provided. 

The point to keep in mind while in competition is to provide customers with their consistent 

and best products, loyalty of customers with brand and mitigating cost (Rusta, 2008). 

Practical research also clearly defined the relationship between the service quality, brand trust 

and loyalty of customers towards the brand. The behaviour of the customer and intention 

towards the services and its multidimensional structure was proposed by the scholar 

(Zeithaml et at. 1996). Positive word of mouth, intention of customers towards the brand, 

sensitivity in price and behaviours of complaining about it are the main four measurements 

that completely described the multidimensional framework. 

H2: Service quality is positively correlated with brand trust 

 

2.4 Customer satisfaction 

It can be defined as the degree to which customers are happy with the use of products that are 

provided to them by the companies. To achieve the level of satisfaction companies must have 

to keep in mind the needs and wants of customers and supply them outstanding products and 

services. Any business can move on to the upper level of advantage by achieving customer 

satisfaction in intensive competitive market. It is a feeling of any consumer post purchases 

and uses of the product, regardless that product and services meet the expectations or not. 

Originally customers make their expectation and perception about the brand product by 

means of positive word of mouth from the friends and family, the selling and promotion 

activities by using the market strategies. If the customers found unsatisfied from the product 
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and services it is possibility that they can tell others about such practice. 

It is commonly used in studies. Basically satisfaction is a speedy or quick experience of the 

customers after using the product through which the overall satisfaction can be assessed (Lam, 

et al, 2004; Tian, 1998; Yang, 2004; Li and Vogelsong, 2003). Various studies tells that the 

loyalty is affected by the satisfaction through the satisfaction level we can predict the 

purchase intentions and behaviour of consumer towards the brand product (Eggert, A. 

&Ulaga, 2002). In making a decision to purchase the product past experiences of using that 

product affects the intention of consumer decision process. 

From the past few decades many marketers and research scholars define customer satisfaction. 

In the words of (Oliver 1997) satisfaction is defined as “the summary psychological state 

resulting when the emotion surrounding disconfirmed expectation is coupled with prior 

feelings about the customer experience”. 

Practical studies illustrate that satisfaction is the predecessor of brand loyalty, intention to 

rebuy the product and behavior of brand towards its customers (Oliver, 1980; Pritchard et al., 

1999; Russell- Bennett et al., 2007). Brand loyalty can increased by the satisfaction of 

customer and repeat the purchase of the same product services (LaBarbera and Mazursky, 

1983). In the research repurchase and consumption of the product leads to the two phases of 

loyalty that are as, loyalty to purchase and loyalty towards attitude or behavior through which 

it can be determined either consumers will purchase those services or move to other that are 

more preferable (Bennett, Härtel, and McColl- Kennedy, 2005; Chaudhuri and Holbrook, 

2001).Thus, the following hypothesis is arrived:   

H3: Customer Satisfaction will be positively correlated with brand loyalty 

 

2.5 Perceived brand quality 

The customer’s perception about the product and services quality. It is the perception of the 

customer created by the companies through the advertising publicities, and other social media 

intend to purchase the product. In general it is the feeling of customer about product quality 

and its features provided to them such a performance and reliability of the product. The 

promises made by the brand product to meet the expectations of the customers (Zenithal, 

1988). Basically there are two phases of the quality objective and perceived quality. 

According to, Zeithaml (1988) objective quality has no validity and valuations of the quality. 

Furthermore from this point of view perceived quality is significant among them which are 

also a second phase or part of the quality. The customer valuations for the product quality and 

services either product meets the expectations (Olsen, 2002).  It is a relative concept that can 

change the people’s experiences and expectations of that product brand. Some researchers 

and practitioners had considered the relation of perceived quality and satisfaction by Olsen 

(2002), Darsono and Junaedi (2006). There are many models presented by the, Cronin and 

Taylor (1992) to examine the link of perceived quality and satisfaction. Through Some 

practical researches it is also found that there is a supportive link between perceived quality 

and satisfaction Lee and Back (2008). In some other quality studies this link has been 
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described (Brady and Robertson, 2001; Fornell, 1992; Tse and Wilton, 1988) According to 

Gotlieb et al.’s (1994) there is a consistent relation between perceived quality and customer 

satisfaction. If the link of perceived quality and satisfaction become consistent then it is best 

for the brand loyalty. Thus perceived quality has positive effect on brand satisfaction. 

Perceived quality has also an effect on the brand trust which suggested by many researchers 

Corritore et al., (2003). Through this result it is generally came to knew that there is a 

positive effect of perceived quality on brand trust. The following hypothesis are developed 

from the literature 

H4: perceived quality is positively correlated with customer satisfaction 

H5: perceived quality is positively correlated with brand trust 

 

2.6 Perceived brand value 

Perceived brand value is defined as the value of product according to its price in the mind of 

customers. Customer doesn’t know the cost incurred on the products. Customer just internally 

after using the product can analyse through feelings that either the price of the product is 

more than it’s worth or not. This is the point that makes customer willing to pay for the 

product or not. So in such situation manufacturers or producers apply marketing strategies to 

create high value of the product and services in the eyes of customer. 

It also tells the post purchase intentions and feelings of the customers about the product worth. 

Furthermore customers then create an image of product in mind positive or may be negative. 

(Hellier et al., 2003) suggested that it’s an observation of customers that the advantages are 

provided to them are according to price or they satisfy from that product or not. When 

customer purchases a product he/she wants to get more value than its cost this is the level of 

satisfaction and expectations of customers for product. 

There is association between perceived value and satisfaction suggested by Cronin et al. 

(2000). Moreover the outcomes told that a significant relationship is between perceived value 

and satisfaction. The value of product in eyes of customer would be high if customer gets 

more satisfaction from the specific brand product. 

Some scholars studied that there is significant relationship between perceived value and 

brand trust Chaudhuri and Holbrook (2001). Product value in eyes of customer would 

increase if the trust of customer on brand is high. Thus the hypotheses we get from a 

literature are as follows: 

H6: Perceived value is positively correlated with customer satisfaction.  

H7: Perceived value is positively correlated with brand trust 

 

Research Methodology 

The nature of current study is descriptive that explains the whole phenomenon. Descriptive 
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research can be explained as to describing something, some phenomenon or any specific 

situation. In Descriptive research we explain the phenomena or situation not any type of 

interpretation occurs in the descriptive research (Creswell.1994). The first purpose of the 

descriptive research is verification of the developed hypotheses that reflect the current 

situation. This practical and descriptive study shows the reliability of the questionnaire. 

 

Sample/Data 

A sample of 150 Hewlett Packard product users were randomly selected, for this purpose the 

study based and developed through conducting self-administered questionnaires. The data 

was collected from Bahawalpur City and consumers were asked to participate in this research 

to collect the information about brand loyalty. The current study utilizes a technique that is 

convenience sampling. It is a sampling technique in which data or relevant information is 

collected from the sample/units of the study that are conveniently available (Zikmund, 1997). 

 

Questionnaire and Scales 

There are two major purposes of the survey instrument: first to investigate the relationship of 

different variables in foundation of brand loyalty and secondary, to gather the information 

about the respondents of different characteristics that can be used to understand the variations 

in different classes. 

The survey of the study contains two sections. Section 1 contains individual specific and 

demographic variables. This section tells the respondents gender, age, income, education and 

status. 

While Section 2 include the variables that are under study. These variables include perceived 

value, brand loyalty, brand trust, customer satisfaction, perceived quality and service quality. 

The base of this section is on the past literature and already builds and used questionnaires 

(Table 1) 

The scales under this study were taken from previous literature and published studies. First 

variables contain 4 items and these scales were taken from ((Mathwick et al. 2001; Petrick 

2002; Sweeney and Soutar 2001)) ; Second variable contains 6 items these measures were 

taken from (Algesheimer, Uptal and Herrmann, 2005; Fullerton, 2005; Third variable 

contains 5 items and these scales were taken fromMatzler it al, (2008). Chanduhuri and 

Holbrook, (2001) ; Fourth variable contains 4 items and these scales are adopted from Yoo et 

al (2000) ;Fifth variable has only just 2 items which were taken fromRagunathan and Irwin 

(2001) ;Sixth or last variable contains 5 items and these were adopted from (Brady and 

Cronin, 2001; Parasuraman et al, 1988; Terblanche and Boshoff, 2001).  
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Table 1: Scales of the study 

No Variables Items Reference 

1 Perceived value 1. The product itself is worthy.  

2. This brand is reasonably priced.  

3. This brand offers value for the money. 

4.This brand is a good product for the 

price 

 

((Mathwick et al. 

2001; Petrick 2002; 

Sweeney and Soutar 

2001)) 

2 Brand loyalty 1. This brand would be my first choice. 

2. I consider myself to be loyal to this 

brand 

3. I will not buy other brands if the same 

product is available at the store. 

4. I recommend this brand to someone 

who seeks my   advice 

5. I get good value for my money. 

6. I say positive things about this brand 

to other people. 

 

 

(Algesheimer, Uptal 

and Herrmann, 2005; 

Fullerton, 2005; 

3 Brand trust 1. I trust on this brand. 

2.I rely on this brand 

3.This is an honest brand 

4. This brand meets my expectations 

5. This brand is safe. 

Matzler it al, (2008). 

Chanduhuri and 

Holbrook,(2001) 

4 Perceived quality 1. This brand is of high quality. 

2.It is likely that the brand is very high 

quality 

3. It is likely that brand is of very 

Yoo et al (2000) 



 Journal of Sociological Research 

ISSN 1948-5468 

2014, Vol. 5, No. 1 

www.macrothink.org/jsr 315 

consistent quality. 

4. It is likely that the brand offer 

excellent features. 

5 Customer 

satisfaction 

1.Overall I am satisfied with specific 

experience with the brand 

2.I am satisfied with my decision to 

purchase from this brand 

Ragunathan and 

Irwin(2001) 

6 Service quality 1.This brand provides superior service 

2.This brand offers excellent service 

3.I have always excellent experience 

when I use this brand 

4.I feel good about what this brand offers 

to its customers 

5.This brand has fair system for the 

handling of complaints 

(Brady and Cronin, 

2001; Parasuraman et 

al, 1988; Terblanche 

and Boshoff, 2001) 

Procedure 

The questionnaire was distributed among 170 respondents for collection of data in 

Bahawalpur. From the above mentioned criteria the respondents were selected for this 

purpose. From the starting point or before giving the questionnaire the purpose of the 

research and study was described to them so that they can easily fill up the questionnaire with 

appropriate response answers. After the collection of data 150 questionnaires were selected 

and rest of the questionnaires were not including in the research due to invalid and 

incomplete questionnaires. The setting of the variables were according to the five point Likert 

scale (1= strongly agree, 2= agree; 3= neutral, 4= disagree; 5=strongly disagree). Data was 

coded in SPSS programme. To view the results regression analysis was used. 

Reliability Analysis 

In this study of brand loyalty questionnaire we use 26 items in measurement of 6 variables 

and we came to know that the items in this study are more reliable than standard and 

suggested value 0.50 by Nunnally (1970) and 0.60 by Moss et al. (1998).So these 26 items 

shows that all these are reliable and valid to measure the opinions of consumers towards 

brand loyalty. Reliability of items are shown in (Table 2) 
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Table 2: Reliability of Measurements Instrument 

Scales Items Cronbach Alpha 

Perceived Value 

Brand Loyalty 

Brand Trust 

Customer Satisfaction 

Perceived Quality 

Service Quality 

              4 

              6 

              5 

              2 

              4 

              5  

                  0.525 

                  0.721 

                  0.633 

                  0.595 

                  0.629 

                  0.617 

 

Hypothesis Testing 

Description of the Respondents 

The respondents personal and demographic collected information such as gender, age, 

income, education and status are given in the following constructed table (Table 3) 

 

Table 3: Description of the Respondents 

 Category Frequency Percentage 

Variable    

Gender Male 

Female 

135 

15 

90 

10 

Age   15-20 years 

  20-25 years 

  25-30 years 

41 

107 

2 

27.3 

71.3 

1.3 

Income Below 15000 

15000-25000 

25000-35000 

35000-45000 

103 

34 

10 

2 

68.7 

22.7 

6.7 

1.3 
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Above 50000 

 

1 0.7 

Education Matriculation 

       Inter 

    Bachelor 

     Master 

    Ms/MPhil 

 

3 

8 

114 

16 

9 

2 

5.3 

76 

10.7 

6 

Status      Student 

    Employed 

 

149 

1 

99.3 

0.7 

 

Hypothesis Testing 

Service quality, perceived quality, perceived value and brand trust 

In order to understand the model of brand loyalty regression results show that there is 

significant positive relationship between service quality and brand trust with (β=.304) and 

(p<0.01). This means that service quality helps more than 30% to create brand trust among 

customers. Our study validates the hypothesis H2. 

The regression analysis of the study shows that there is a positive significant relationship 

between perceived quality and brand trust with (β=.362) and (p<0.01). Through this result we 

came to know that perceived quality contribute more than 36% to create brand trust. From 

this result we can say that our study supported the hypothesis H5. 

Furthermore the relationship between perceived value and brand trust is significant and 

positive with (β=.146) and (p<0.05). According to this regression analysis result we came to 

know that perceived value contribute more than14% in creating brand trust among customers. 

So this result gives validation in favour of hypothesis H7. 

 

Perceived quality, perceived value and customer satisfaction 

Regression analysis of our research shows that there is a positive and significant relationship 

between perceived quality and customer satisfaction with (β=.389) and (p<0.01). This 

outcome tells that perceived quality contribute more than 38% in customer satisfaction. 

Hypothesis H4 authenticates through this regression outcome. So a relationship between 
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perceived quality and customer satisfaction is found. 

Based on the regression results we examine that there is insignificant relationship between 

perceived value and customer satisfaction with (β=.073) and (p>0.05). Younger respondents 

were focused mainly in this research and they were observed to the high perceived value with 

relative product if mainly sample consist of adults then results could be different about the 

relation of perceived value and customer satisfaction. So, we conclude that there is no 

significant relationship between perceived value and customer satisfaction. From this 

outcome hypothesis H6 is rejected. 

 

Brand trust, Customer satisfaction and brand loyalty 

According to the research study the variables investigated and have a significant positive 

relationship between brand trust and brand loyalty. Moreover brand trust has a positive effect 

on brand loyalty with (β=.510) and (p<0.01). This represents that brand trust contribute 51% 

to brand loyalty. So, this regression analysis shows that brand trust has positive impact on 

brand loyalty and which authenticate the hypothesis H1. 

Regression outcome tells that there is positive significant relationship between customer 

satisfaction and brand loyalty with (β=.132) and (p<0.05). This means that customer 

satisfaction helps more than 13% in building brand loyalty. On the basis of this result we can 

say that there is a relationship between customer satisfaction and brand loyalty which is 

significant and positive from the regression analysis. This research verify hypothesis H3. 

 

Table 4: Regression Analysis results 

Hypothesis Model variables    S.E β  C.R significance

P 

Results 

H1 brand-loy brand-t  .087 .510 6.495 *** Supported 

H2 brand-t                   

ser-qua  

 

.080 

 

.304 

 

3.978 *** Supported 

H3 brand-loycus-sat  .076 .132 1.682 .015 Supported 

H4 

 

cus-sat   per-qua   

 

.086 .389 4.697 *** Supported 

H5 brand-tper-qua .073 .362 4.771 *** Supported 
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H6 

 

 

Cus-sat                   

per-val 

 

.099 .073 .932 .353 Not 

Supported 

H7 brand-t                   

per-val 

.073 .146 2.186 .030 Supported 

 

Discussion 

The purpose of this study is to examine the factors affecting brand loyalty. According to the 

results of study we came to know the loyalty for brand among customers in Bahawalpur for 

Hewlett Packard products. The multidimensional construct of brand loyalty basically contains 

five factors; perceived quality, value, service quality, band trust and customer satisfaction. 

Previous researches found the significant effect of brand trust on loyalty of customers. From 

the study, outcome tells that brand trust is the most important factor on brand loyalty having 

the regression weight 0.510 (p<0.01). A highly significant positive relationship is found 

between brand trust and brand loyalty. This result illustrates that promises of the product with 

the customers are fulfilled in return a trust on brand creates which is beneficial for the 

company in making loyal customers. Brand loyalty is a result of brand trust or promises that 

build the highly valued connections with consumers Morgan and Hunt 1994, Chaudhuri and 

Holbrook, 2001).Customer satisfaction is found to be another very important aspect that also 

has significant effect on brand loyalty with regression weight to be 0.132 (p, 0.015). To make 

customers loyal Companies keep the needs and wants of the customers in mind to satisfy and 

facilitate them by their best products and services. The study affirmatively proved by this 

consequence that Brand loyalty can increased by the satisfaction of customer and repeat the 

purchase of the same product services (LaBarbera and Mazursky, 1983). From the 

investigation of study Purchase intentions and decision making of the customers are affected 

by their satisfaction level. 

Service quality, perceived quality and value have a significant positive effect on intervening 

variables. These inputs can bring changes in customers positively to make them loyal or 

negatively by losing them. From the study of (Olsen, 2002) the customer valuations for the 

product quality and services either product meets the expectations. In predicting brand loyalty 

the link of customer satisfaction and perceived quality is found significant from the 

regression result of analysis to be (β=.389) and (p<0.01). From the results we can say that 

perceived quality has a positive effect in loyalty of customers. Quality wise perception 

created in minds that help them in creating satisfaction level to increase which then lead the 

consumers to brand loyalty. 

Prior studies examine the relationship between brand trust and perceived quality. This result 

was also found to be consistent by Corritore et al., (2003). Regression analysis with (β=.362) 
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and (p<0.01) as perceive quality is the antecedent of brand loyalty it supports our study that it 

effects the customers loyalty and trust. Our research tells and supports in form of positive 

significant relationship with brand trust that leads customer to loyalty of that brand. From the 

past proved studies researchers and practitioners found that there is a major effect of service 

quality on the loyalty of customer (Bolton and Drew 1991). Thefinding of this study also 

affirms by Parasuraman et al (1988) that service quality has positive effect on brand trust. 

Our study mentions a strong role of service quality in creating a profile of loyal customers 

with the regression weight being (β=.304) and (p<0.01). Quality of the service give benefits 

not only to customers but more to the company in make themselves a market king so better 

service quality provides company with great market share. Our study gives a favour in this 

relationship of service quality and brand trust. 

Perceived value is found to be another important factor that affects the brand trust in building 

brand loyalty. Basically it is the Customer evaluation of product according to the price. Some 

scholars studied that there is positive significant relationship between perceived value and 

brand trust Chaudhuri and Holbrook (2001). Our result is found to be consistent with it and 

gives the regression weight of (β=.146) and (p<0.05). Our study conclusions support that 

perceived value helps a lot in the foundation of brand trust that take customer towards loyalty. 

Earlier researches affirms perceived value to be significant with customer satisfaction but our 

study investigates and discover the insignificant relationship between perceived value and 

customer satisfaction by regression analysis having weight (β=.073) and (p>0.05).Younger 

respondents were focused mainly in this research and they were observed to the high 

perceived value with relative product if mainly sample consist of adults then results could be 

different for this relation. 

This research indicates some advices for the companies to follow for the foundation of brand 

loyalty. Companies must have to focus on the promotion means like media and advertising 

etc. but have to represent the actual picture of the product and stop in avoiding of the 

statements on that they can’t justify. Any company in the world If want to be successful, they 

should have to give numerous and affective details to their customer so that they buy their 

services and products. By this manner companies can get complete loyalty. Lastly, this paper 

recommended the ways of developing brand loyalty for the companies. 

Limitations and future research 

As like other projects researches, our study also has certain restricted boundaries that may 

possibly provide other promising paths for further exploration. In this research we study and 

investigated the effect of service quality, perceived quality, perceived value, brand trust and 

customer satisfaction on brand loyalty. This study was focused mainly to undergraduate and 

graduate students. Among these students loyalty towards Hewlett Packard brand products 

were examined or observed. From the found results brand trust and customer satisfaction has 

highest effect on brand loyalty. For additional explorations, the elements effective on the 

growth of trust and customer satisfaction are recommended to examine in future. Furthermore, 

consider the different product while investigating brand loyalty among customers because 

loyalty consequences may show discrepancy dependent on product variation. Likewise, youth 
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outlooks towards loyalty may possibly vary from adults. For that reason, future researches are 

needed to examine the affective factors on loyalty in standings of altered consumer sets. 

Various respondents had complications to understand the items given in questionnaire 

because in Pakistan natural language is Urdu. To resolve this dispute, by building a 

questionnaire in native language for understanding of respondents, usage of substitute words 

or reshaping the item questions may be very beneficial for future research. For the detailed 

investigation of brand loyalty among customers added more items in the study. In addition, to 

understand the detailed concept of customer-brand relationship further processes of service 

quality, perceived value and perceived quality could be investigated for the enhanced 

conclusions. Regardless with the significance of this conception, according to (Chaudhuri and 

Holbrook, 2001) the dimensions of brand loyalty have not grown in promotion works. Thus 

the outcomes or upshots of this investigation would be used or treated with attentiveness and 

carefulness. The investigation would be strong and accurate by enhancing the size of sample 

composed of the respondents to be taken from other geographical zones. 
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