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ABSTRACT

The effects of relational benefits on relationship
satisfaction, Commitment and customers loyalty

-With a focus on the comparison between real estate
brokerage service and (fitness)sports center business-

Kim Yong Jo
Major in Marketing
Dept. of Business Administration

Graduate School, Hansung University

The benefits that customers enjoy from establishing and
maintaining relationships with particular businesses are diverse,
depending on multiple situations.

In the current study, for the sake of clarity on continuous
business relationships, we have based our study on the results of
previous research in which it has been demonstrated that these
relational benefits are witnessed in businesses wherein official
membership with customers exist or in service sectors where degree of
customization is high and the service concerns itself mostly with
people and the aspects of the relational benefits from the consumers’
point of view, assumed by the current study are social, psychological
and special treatment benefits; the subject of service sectors here
chosen are the customers who carry out businesses with real estate
agents on a continuous basis, where in fact, the degree of

customization is relatively low and the case of sports
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center in which the degree of customization is high, with relatively less
economic costs. The effects of these relational benefits on the relational
satisfaction and commitment have been assessed. Moreover, the study
on whether or not the relational satisfaction has any mediating effects
between relational benefits and commitment, how the relational
satisfaction affects customers’ loyalty and how commitment affects
customers’ loyalty has been taken up. Also, customers’ loyalty has
been classified into the intent to continue relationship and the intent to
recommend, l.e. efforts have been made to positively confirm how the
intent to keep up the business relationship on a continuous basis and
the intent to recommend the advantages of certain businesses to the
people nearby are affected.

Further, this study focuses on determining the marketing
directions for different business entities by comparing and analyzing
the results of the interactions among the various factors regarding the
relational benefits of the consumers doing businesses with service
sectors which have relatively huge differences in their images
Research results show that the relational benefits (social, psychological,
special treatment) appear to be similar in service sectors of comprehens
1ive coverage as far as the relational satisfaction is concerned, however,
of the relational satisfaction, regarding the social benefits, real estate b
usiness was adopted whereas the sports center was dismissed; as far a
s the psychological benefits are concerned, the real estate business doe
s not affect the relational satisfaction and in the case of the sports cen
ter, the research results show that there is a huge difference in the ps
ychological benefits.

Of the relational satisfaction, the benefits of special treatment
were adopted throughout all the service sectors, however, looking at all
the different types of professions, businesses such as real estate and

sports center have all been rejected. Also, even though the
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psychological benefits, as far as the commitment was concerned, were
rejected in businesses such as service sectors and real estate, they
were adopted in the sports center and despite the fact that the benefits
of special treatment were adopted in service sectors, real estate and
sports center, they were dismissed in both businesses in the area of
relational satisfaction. In the case of relational benefits, to find the role
of the parameters of the relational satisfaction on the commitment,
results of the multiple regression with the inclusion of the relational
satisfaction have demonstrated that the relational satisfaction
significantly affects the commitment. Regarding the effects on the
customers’ loyalty (intent to continue relationship, intent to recommend)
by relational satisfaction and commitment, it can be seen that both the
intent to continue relationship and the intent to recommend are
significantly being affected. In these research results, one of the
outstanding characteristics of the research on the relational marketing
1s that due to the various factors of causality, the relational benefits
can provide distinct influences.

In this study, it has been clearly seen that the benefits obtained
from the continuous relationship between the customers and real estate
businesses, which forms the very basis of people’s habitation and those
benefits obtained from the continuous relationship between the
members and the sports center, which people can easily choose for
enhancement of their health, are quite distinct and moreover, depending
on the characteristics of the service sectors, the varieties and
importance of the benefits have been found to be different; based on
this, it is important to find out what the customers want, to secure the
competitive edge in the areas of real estate business and sports center
and to provide the quality service that the customers desire, so as to
determine the level of the services, which is exactly the major them of

research for the real estate agents and sports centers.
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