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A Study of Enterprise Image, Service Quality, Trust, and
Behavior Image of the Funeral Services Providers for the
Olders — A Case of the New Life Ceremony Company

Abstract

The purpose of this study was aimed at the seniors older than 65 years old in Taichung
Area and to explore if their behavior image of one of the funeral service providers in Nantou
County named New Life Ceremony Company would be influenced by the aspect of enterprise
image, service quality and trust. The statistics methodologies exercised in this study are
including the descriptive analysis to understand the frequency and percentage of the research
samples, factor analysis and One-way MANOVA to find out the factors and the differences in
the factors. The results of the related analysis were used to discuss the differences of and learn
the relationship among the enterprise image, service quality, and trust. The results of
demographic variables indicated that most respondents were male, married, 65 (inclusive) -
70 years old, high school or below graduates, working in business service industry and public
organizations before retirement. The percentage of the respondents living in Taichung City,
Taichung County, Changhwa County and Nantu County is about the same. The results of
One-way MANOVA showed that the seniors who are at the age between 65 to 70 were
superior to those at the age between 71 to 75 and between76 to 80 in trust, enterprise image
and service quality. The seniors who have high school or below education were better than
those who have college education in trust, enterprise image and service quality. People who
had worked in public organizations and were housekeepers before retirement were superior to
those served in business and service industry in “trust”. The elder people who live in
Changhwa Conty and Nantu County were greater than those live in Taichung City in trust and
behavior image. The differences were all significant. Also, there is significant relationship
among each factor of trust, enterprise image, behavior image and service quality. Suggestions
for New Life Ceremony Company are to build its own enterprise image for enhancement of
the trust from the senior population, to pursue better and better service quality and to enforce
the behavior image of the seniors to choose New Life Ceremony Company be the funeral

service provider.

Keywords: enterprise image, service quality, trust, behavior image, senior population
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