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Abstract

By keeping good and quality relations with customer, manager could decrease
the uncertainty and increase the sense of security of customer. This is the value of
relational bonds between customer and manager; furthermore, by maintaining these
bonds, manager profits from customer who is willing to keep using the service.
Hence, the problem of build up long term relations in order to achieve the ‘win-win
situation’ has become consumers’ market’'s manager’s major challenge.

The main purpose of this research is to discuss the relevance of certain variables
in the coffee chain stores industry, including customer-company identification, trust,
and customer voluntary performance. Taking customers of coffee chain store S as
research subject, together with statistical method consideration, the analyzed research
results show as follows:

1. Partial customers with different individual backgrounds have different reactions
toward the set-up variables of this research.

2. Customer-company identification has remarkable effects on trust.

3. Trust has remarkable effects on-customer voluntary performance.

4. Customer-company identification has remarkable effects on customer voluntary
performance.

5. By using Regression Statistical. Method, it shows that Trust would decrease the
major direct effects of customer-company identification on customer voluntary
performance.

Finally, based on study results, and ‘conclusions, this research brings forward
suggestions for coffee chain store S, as conferences to improve effects of
customer-company identification, trust, and customer voluntary performance in coffee
chain stores industry.

Key word: Customer-company identification, Trust, Customer voluntary performance
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