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ABSTRACT
This paper verified that The Effect of Customer Satisfaction and Customer Com-plaint on Customer Loyalty -in case of China
Mainland Peoples' Travel to Taiwan. The Data was composed of the people coming from China, by means of survey question-naire.
With respect to the retrieved 228 pieces of valid questionnaire. In Traveling Market, due to the variety of customers need and the
variation of ser-vices, service failure is considered as a matter of the inevitable issue. If dealing with service failure preporly, not only
can the enterprise recover the customers satisfaction, creat higher service value but also maintain better relationship with them. This
study analyzed and verified by Descriptive Statistics, Reliability Analysis and multiple regression. Research data shows that customer
complaint and customer satis-faction will affect customer loyalty. The service recovery also affect customer satisfac-tion and customer
loyalty.
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