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Abstract -

Some of the literatures proved that relationship marketing can increase customers’ service
quality and loyalty. But most of them were surveyed from either the supply side or the demand
side. To improve the survey method, this paper uses matching questionnaires between project
manager and customer to survey the associations among relationship marketing, customer’s
perception of service quality and loyalty. The findings are:(1) the relationship marketing can
increases customer’ s perception of service quality. (2) the service quality perceived by customer
can increases customer loyalty. (3) the personality traits of project manager will affects the
association between relationship marketing and service quality.
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