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ABSTRACT

Customer satisfaction measures offer a meaningful and objective feedback about client’s preferences. Structural equation modeling

is a commonly used approach to model the cause-effect relationships among different quality attributes. However, this approach does

not support diagnosis capability as well as the infeasibility of analysis when the interrelations among the quality attributes are not

linear. Bayesian network is a knowledge representation of diagram, Network Graphics can expressed uncertainty and causal

relationship in knowledge, and use network graph model for prediction and diagnosis analysis, Bayesian networks to analyze

customer satisfaction response characteristics of model, its advantage is to express multiple quality characteristics, loyalty and

repurchase in a causal relationship, including the complex interactions and joint effects, and the relationship with the probability to

express the uncertainty. This paper applies Bayesian network to explore cause-effect relationship of different quality attributes in

customer satisfaction survey.
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