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dA YL 4252 7HF =okon, Azt 33] o]ste AH|AE W 7]Yge
AAA BAE S 34008 7H
A A JA ] ol iEAS [ 4-6]3 2

[ 4-6] o dntd EAo wE HA4 #AA&E o] &4
Advty EA M SD Duncan F D
1733] 3.40 0.61 C
AR 2~ 4763) 3.88 0.60 b
] ) 13.598 .000
3¢ 7793 3.86 0.60 b
103] o] 4.25 0.57 a
40999 w|gtk 3.74 0.64
. 100971 v vk 3.71 0.66
ufj X 1.942 126
50093 ¢ w| gt 401 0.74
5009 ¥ o] 417 0.65
1734d 3.90 0.70
4764 3.78 0.71
=& d 760 519
7943 3.88 0.70
108 o] 3.68 0.61
AL 3.84 0.83
g TR 3.67 0.52 2750  .068
A 401 0.68
3 wgk 3.53 0.72
Aol 3754 gk 3.84 0.63
2.284  .082
X x= 5710 = wk 3.95 0.56
108 o] 3.87 0.72
53 ola 379 064
3]
67103] 3.94 0.68 439 646
sl
113] o] 4 3.84 0.73

b 2pol7F gltk(a=.05).
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Qula EA M SD Duncan F p
1733 314 068 c
A8~ 4763] 361 0.59 13.494 .000
g4 7793 354 049
103] o] & 407 073 a

4091w vt 3.49 0.72

) 10091 mwk 349 0.76
W E gFR 1402  .246

50091 mRt 374 0.77

50091 o] 394 0.70

1734 3.67 0.83
476l 355 0.67
45 A 894 447
7794 3.66 0.80
10 o)A+ 341 0.68
AH 355 0.90 ab
AF  FIHHE 341 0.60 b 3492 033
a4 3.84 0.72 a
3w wt 3.24 0.79
Ae] 35d gk 363 0.76
2477 065
o1 %= 5710wk 3.65 0.66
10 o] A+ 3.69 0.73
53] o3} 357 0.71
I
67103] 3.58 0.83 244 784
$E3s
113] o] 4 3.68 0.69

¥ Duncan® A4
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g A, (% 47104
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o] M BAFYE 4072 7}1* =okom W7k 33] o]l AH|A~
W= 7)1gde] nAst BAEHHS 3147 7 BHe Aow =gyttt A
o oo uAs #AA o] 3848 F7h7HE] 341 Bt =4 vERt

Qgular EX M SD Duncan F p
1733] 3.38 0.89 b
AMu) 2~ 4763] 3.62 0.83 ab
] 3.423 .019
T 7798 3.60 0.97 a
103] o)A 403 098 a

4091w vt 3.67 0.90
100991 mwk 353 0.94

w = R 944 421
5009 ¢1 w9k 3.69 1.01
500999 o] 414 0.69
1734d 3.95 0.76
476l 376 0.94
& o 4567 .005
7794 3.11 | 2]
10 o)A+ 344 0.86
AH 3.64 0.93
AgF TR 3.64 0.89 011 989
a4 3.67 1.02
3w wt 3.45 091
Ae] 375d mgk 3.67 1.01
816 487
A% 5710 W gk 3.82 0.92
10 o] A+ 3.63 0.92
] 53] o]&} 3.62 0.71
3]
67103] 3.69 0.83 055 947
R E
113] o] 4 3.66 0.69

¥ Duncan®] AF-AA @ 22 TAVE e FL Fogk Aol7t itk (a=.05).
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dntH 54 M SD  Duncan F p
1733] 2.62 0.91
AMH 2~ 4763 2.95 0.97
i i 1.938 127
sl 7793 2.50 1.18
103] o] % 2.37 1.19
4091w Rk 2.93 1.08
) 1009} gt 2.60 0.99
& R 2156  .097
5009 ¢ = vk 2.94 1.03
50091 € °] % 3.97 0.98
1734 2.50 1.06
476 2.88 1.11
o4& A4 857 466
779d 2.61 1.14
104 ol % 2.99 0.89
AL 2.49 1.17
AF  FANFE 2.18 0.94 987 376
ke 2.98 1.06
3wt 2:99 1.05
el 3759 HwRk 2355 1.03
223 .880
AAE 5710 =gk 2.55 1.12
104 o] % 2.68 1.01
53] o]s} 247 1.00
e
67103 2.50 1.08 1778 174
sl
113] o] % 2.87 1.07
% Duncan®] ARF-HA ¢ 2S AT = B2 FoAF A7t flvk(a=.05).
ZAL At ARt EAel] me Adaslo Ao daztel ek Aol
g BN Ane Aus 315 (p=.048<.05)0] W Y Fagto]l it
o7 A= AL Uetuth dnkA 5S40 wE dEdoayel et
Apol A1 [ 4-1019% 2t}
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Qula EA M SD Duncan F p
1733 338 049
AH) 2~ 4763 3.32 0.63 9710 048
34 7793 3.40 0.70
103] o]+ 3.74 0.92

4091w vt 3.93 0.69

) 10091 =wk 339 0.64
W E gFR 391760

5009wt 346 0.76

50099 ol 357 0.98

1734 3.9 0.63
476 3.45 0.71
& A 623 601
7794 3.28 0.83
104 ol % 3.47 0.71
AL 3.38 0.63
AF  FANFE 3.38 0.73 2523 .04
ke 3.70 0.68
3wt 3.31 0.54
el 3759 HwRk 3.46 0.83
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AA&= 5710 W=k 3.48 0.71
104 o] % 3.96 0.71
53] o]s} 3.95 0.69
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67102 3.47 0.62 ol7 598
sl
113] o] % 3.39 0.82

¥ Duncan®] AF-AA @ 22 TAVE e FL Fodk Aol7t gtk (a=.05).
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AWty E4 M SD Duncan F D
~33] 3.38 0.49 C
A B2 4763] 3.73 0.80 L0076 000
34 7793 3.90 0.74 a
103] °]% 4.23 0.77 a

4091w vt 3.71 0.69

) 1009 Wk 365 0.83
W E gFR 1.284 283
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10Lﬂ o] A} 376 0.77
. 53] o]3} 3.77 0.73
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R e
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¥ Duncan®] AFSAA @ 22 TAVE e FL Fodk Aol7t itk (a=.05).
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Qula EA M SD Duncan F p
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& 7793 375 068 be
103] o)A+ 441 0.65 a
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L Rl
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¥ Duncan®] AF-AA @ 22 TAVE e FL Fodk Aol7t gtk (a=.05).
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1. #A o] nAREZE X FIF

BAF o] nAF o] H X JFS FAe Ay A A #AE
(p<.001), AAA #ASHH(P<.001)o] AT Fo3 J&FE F
Ao 2 e

Aea BAE o] E=SF2(B=438), AAZ HBAsH] =SFE
(B=.367) W57t Eolx= Ao ® e on, Ae A #A3 9(5=.385)
o] AAA AN (3=325) Ht} e B =2 IS T o=
el T #AlE o] wEEE MYste dWEe ArE 60.0%% UE
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A
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B SE B t D
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A3 A A &) -.101 071 -134  -1422 157
Al A A 438 122 385 3.603  .000
BAA A 367 137 325 2672 .000
a4 s} A 236 129 230 1824 071

R? = 609 F = 47528 (p=.000)

2. 3 A7FAA R o] TARFE w = FF
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< WL Fo3 JIFS T o= 1,}5}

- 43 -



B
2.333
333
-.203
215
R?

SE
365
062
054
083

= .332

.000
.000
.000
011

405

=277 -3.746

197 2.982
F = 20.359 (p=.000)

3. BAYT ATIAAIG o] LANS | AR FTF
A Aaslo)a B ATEAAL o] daE et #
Lol mA= gk tisto] TAd B (stepwise) HH
AAA A (<00 M =2 3
AR BA G| FE 3] o)kl A
& 548%= Ut AeA AAE E (p<00l)e] F
6} Z7FsE o™ (p<.001), H4 F3H4(p<.01)o]
, AA AEe 61.9%2 =yt @A g g
J RS [F 4-16]9 2ok

_ISE_EL

‘%‘

nAREES WAL

ﬁ
F
e~
—
>
o
)
2
uj
o
tot
10,
N
-~
0,
>
=
ol
2
S
ry

B
018

o
5

A= AA S
= AAEE

A42
398
135

g o> o
R

]
9

{

3927
3497
165"

548"
048"
022"

151.817"
91.716™"
66.572""

- 44 -



4-1710 A <}

-
it

[

I

1
1—

BAs o] A FHE 7 X

A slg o]l aAMFg el v
ol AlelA A & = (p<.001)e]

A6 d BAHE 4 A7 IANETH 2 A4FAHAESLY A
LHERSE T

1.

)

A

AelH dA o] =& (B=415)
Bt o, 78 E ol

LHERSE T

64.3% %=

)

—
fite)

amo

il

Ae

3

"%

al

4-17] BA & o]
SE

-
it

[

014
461
.000
075
100

2.494

7740
3.838
1.796
1.656

243
063
108
122
115

607
.047
415
221
190

¢+

al

[e)

L

54.950 (p=.000)
8.7Hp=.006<.01)

067
392
209
200
_Tg

i

F
KRy

—

R* = 643

121!
2}

Al aA
st #AE

54 734 (p<001), Hel AA o F-(p<.001),

2. 3 A7tAALE O] LAFAHE 7] X

Fe T Ao vuhu,

3
[e]
=S =B

3

)
o)
oF

5y

Uz

No
~

70
;OH
il
&

Hr

A AR S E(B=-.235),
7} E=olA|

b3

367), 9]

= Aoz Ve

j
a-

3

A

"%

al

(B=.196)

Wr
(-
el
e

0
e

o]
Gzl

s

-.345),

Al {- (5

4492 }E}

ol
W
o

)

—
fite)

o
X

il

7o
No

- 45 -

]

‘ol—o

1749 A

-
R

[e]

3]

Wt} 3



.000
.000
.000

8.182
6.957
-5.138

480
-.345

309
053
046

]
SE

‘ol—o

kel
2.526
367
-.235

R

A7k A}

Q| &

3]

4-18]

-
it

[

_m | MM
J < .
2 ®  oa T
< T
Ao Ml e N
(=) ~N - 3 o
>~ < N S ™/
S oW eT
s Forooe s T
& wAg B o )|
SH ﬁ. TR W o =3
{ T )
! [y M mm\ ) mfm Gl
A= oW o| i To o M
. I
o oy O
W o2 o ;% ) el X Njo
) 89 =
~r .m.ﬂ ZT ‘Lﬁ LE N
: il — B
I W ) ~— X
0 e TION ,cn,_ " o
g s o TS 4w W
S g o e B
: 5B = v B o 1H Nir
g = N o =
O
Y o T E N = B
E _nnﬁ ~ T ™ (o)
R S
~ = ﬂ o BN A__.A
N R L ok 9 o Y
o] = N O A N e
El | eI T S+
L S
Es el =N =
TR o
o~ N .
N & %o o T
= HOR K

.000
.000

6.035
13.424

768
180.208 (p=.000)

SE
204
053
R’>=590 F
- 46 -

1.233
7116




=9 1AFHE G

=
==

}

u
R

1917k 41

kel

A8 A #AAA, sA7YAE, 1A
A

A
TS E (<007t BAF = 7}

A o K-

A

3

;OH

e

A o -7}

Iz

=

180.208™

2 59.0%°]™, A8A A
AR?

= Ao 2 UERT

[s]
1907k 4)

kel

s

&
208"

=

=

wA s,

skl o (p<.05), LAFTH =

F 68.1%
[}

7}
6380
207
w29P
169
182

-.080

k]

=

7}

=

(p<.001), A3t FAFHDP<05), W

il

==

&7

o

9

[e)

i

7k o] 9.0%7F

=
T

4-20] #A &, 3]

7he o] 1.2%7}
A AWHAL 74.0%= =y

-
it

2 3.5%((p<001), A3t BAAEE 1.4%((p<.05), W2

& g o]

=
T

[

5907

I
M

0907 1321027

275"
2227

Al BA e

102.924™

035"

2]

;oH

il
Hr

1917 014" 81.916™"

-117°

Ef
2}

sb A &

=

68.975""

012"

il

—_—

N3
_/O

- 47 -




34,

3]

Q1 A}

]

-
R

[e]

stk 18

bol

°

Q
o} 131 A}

Ef
2}

=

o}

=
=

jr,]___

ok BAE
1= &

°

A

A5F 248

A, A, s &gl

Ald o d HE

M Mo T ® 0N %0 ” o R
3 < £3 T o X Ao ™ T
=T o BEA, T T ®y
= T o o R W gy Rm , & o e
o w TR m D o o § oo B
70 = W o <Aoo B B W Lo B
Ao N —_ - o B K
— " Jor ) o Mo
= SIS = oo Mm ™ T am ﬁ. o < A+ R E
X X ~ il —_
A - S TR S A -
ey ) ﬂ T %0 g o % = <
] i - 5 >
H of T Ralsyy o o r do AP w oo
NI <0 I T H o ﬁ_% wm; it o & ° T o
EOFE Boddwmaw .o 0o &
N op e ° W K o= oo W e ARy
i ‘_II,VU_ ) mo o A X —_— O_E i N \U|
F %o P H g g E 5
T X N ool M ok o= W N I
G A e Y
N = % N g 5 ROy P M % o
_ZT X E‘* . 0 ~ Oﬁ %o o X o oo
T ~ = = o
6 —PRBRTTET TR TR R g P
— . [y
N TG I U - S T R S
it = w o L ol o o7 o5 o
< jant O# oru T O—H =L = o} ,Nro ZT o OW - Exg ,ﬁ ,Nro ‘_.WO
R 0 s N o it
W oo I P I S I
) e 4 TR OO S N A S S
e A S U R
oy oowow N - F O OV I S
mO e TR oy T oy oy W o T g
A L LMY
S S o) S -
TUHR L, WERECE LT E N xE ow
TR WLT RS BT RAT T XL T RF A
™ B 5 { T WA A = W o

- 48 -



5y

%0

No
~

™

&

=]
T

- 1

dA s} 54

e

3|
Ao},

=

3

A oF

=

|

IE

3 AAA, A

o

A A

1

9
o

9

=4, B¢

<

b T8 Ao® YR

3

A2 A AAE 2

oANA -

il
o
~

0

R

o

!

el

+

i)
il

5
&
T

ﬁo
I

o 7=

=

ALE

]

I
R

[e]

3]

3]

7} o}

Ea

] &394 A

B

ol

Jolo
el
o

—_—

<)

el

—

O

CEENREEERRE

Mo
Nro

fite)
eav
=

ﬂl

hSS

I
X

el
700

Jmu-o

5y

%0

Ao

- 49 -

gl el



oH

R

ald

Mo

slaol

"ol =i AH|x

olo

EE NI ENY

Aol T}

sk
=

afof of

Ry

el
W

XA
‘EO

d

wh

p—

e} 176

=25
=

1A H2 AFy el

[e)
32
1

3l

2 UEgernw

)

—
fite)

Ao olsisha Ao A

27 Al
aff oF

BAH ] A

s

RETA
[}

Aol h.

sk
=

g

ol
M

5y

%0

Ao
5
e

el

3]
ez o el

F7]el &

S

o4 dAE kst

¢+

N

1

ato]l 5o AAA

KeX
=

—

o2 271718

&

X
s
N

-

Fd=d, &HAEe]

fite)
~H

+

3

B
)

—
fite)

o

el
N

W
ey

B

o
T

‘mo
il

el

B
el
R
+
il

3

—

0
X

- 50 -



[Z3

e
sl

}

"9 CRMel| €]
2008, pp.232-236

3,

‘]

A
Q84

T

=13
=1

o
Tor

E

Tor

o

pp.35-76

=
oY
o)
H

%0

No
K

W

2008, p.94

1=
i

)

o
No
=

™

—

NV

Him

ol el A I wA

ro
T

o3,

2007, pp.28-91

z4), 1(1)y , 1988,

HALELS) 1=

1

2

9 =, 2010, p.77

1

kel
o

A} S
o 3
- 51 -

Zoll A e wA & el
9 =1, 2008, pp.52-57

[¢]

1)

Favzbed -, 17(1), , 2006, pp.141-175

i

|

N

q

Ev

]

]

o
1l

-
pp.1-12

<
7,

]

¢ = R

(e}



Egst, T=R8AY F RS mA= A" FAAE FeAg gl o

g AFH AMulze] v AT, PAR|AFGEE] A, 8(3),
2007, pp.3-27

o]&7], AWM, =&, "uA ] uAe] FHAT A Fad Gl A
wowl A FAL A 99, TAGsAT,, 2002,
pp.373-404

ol frAl, 871, TAH|Z i}t oAt T Tt ATt el iee] WA= Gl ¥
kAT, Tav ekl Al124d A1Z, , 2001, pp.81-102
of+ A, ehadot, TAMMIA FHel 74 Aol CSell mA= A Gkl
ek A, A" AT, A18A A4% , 2003, pp.67-97

YRIAe] HAE FAATL R nA S
3 CcsBEO WAL G, HAGAT, A9 A3,
2004, pp.81-112
boolehE, To1d ovaude AusEdel dAAUREE, 1A%
HE 2 AAAR WAL 9, TR A4 Al
<, 2008, pp. 35-64
FEA, ARA, TnAY BAAYAZo] MH|AAF] mIe FIFE

Ay, MmA"E=R, 1999, pp.8l1-118

- 52 -



M
rl

2. =9

Anderson, Erin W. and M. W. Sullivan, "The Antecedents and
Consequences of Customer Satisfaction for Firms”, Marketing
Science, Vol.12 No.1, 1993, pp.125-143.

Aydin, S., O. Gokhan and A. Omer, "Customer Loyalty and the Effect
of Switching Costs as a Moderator Variable: A Case in the
Turkish Mobile Phone Market”, Marketing Intelligence &
Planning, Vol.23 No.1, 2005, pp.89-103.

Backman, S. J and J. L. Crompton, "Differentiation between High,
Spurious, Latent and Low Loyalty Participants in Two Leisure
Activities”, Journal of Park and Recreation Administration,
Vol. 9 No.2, 1991, pp.1-17.

Barnes, G. James, "The Issue of Establishing Relationships with
Customers in Service Companies : When are Relationships
Feasible and What form should they take?”, Presented at the
Third Annual Frontiers in Services, Vanderbilt University,
Nashville, TN, October, 1994, pp.6-8.

Beatty, S. E., L. M. Morris, E. C.James, K. E. Reynolds and J. K. Lee,
"Customer—Sales Associate Retail Relationships”, Journal of
Retailing, 1996, pp.223-247.

Berry, L. Leonard, "Relationship Marketing of Services—Growing
Interest”, Emerging Perspectives. Journal of Academy of
Marketing Science, 23(Fall), 1995, pp.236-245.

"Relationship marketing, Emerging Perspectives on Services
Marketing”, Chicago, American Marketing Association, 1983,
pPp.25-28.

. Lewis P. Carbone, and Stephan H. Haeckel, "Managing the total

- 53 -



customer experience”, Sloan Management Review, 43(Spring),
2002, pp.85-89.
Blodgett, J. G., Granbois D. H., and Walters, R. G., "The effects of

perceived justice on negative word-of-mouth and repatronage
intentions”, Journal of Retailing, 69(winter), 1993, pp.399-428.

Buttle, Francis, "Relationship Marketing, Relationship Marketing”,
Theory and Practice, 1996, pp.1-16.

Caruana, A., "Service Loyalty: The Effects of Service Quality and the
Mediating Role of Customer Satisfaction”, Furopean Journal of
Marketing, Vol.36, No.7/8, 2002, pp.811-828.

Carpenter, Gregory S., & Donald R. Lehmann, "A model of marketing
mix, brand switching, and competition”, Journal of Marketing
Research, 22(August), 1985, pp.318-329.

Chang, Y. and F. Chen, "Relational Benefits, Switching Barriers and
Loyalty: A Study of Airline Customers in Taiwan”, Journal of
Air Transport Management, Vol.13, 2007, pp.104-109.

Crosby, A. Lawrence, "Building and maintaining quality in the service
relationship, In Service Quality: Multidisciplinary and
Moultinational Perspectives. Lexington”, (Ed.) MA: Lexington
Books, 1991, pp.269-287.

Czepiel, J. A., "Service Encounters and Service Relationships:
Implications for Research”, Journal of Business Research, Vol.
20, 1990, pp.13-21.

Dick, A. S. and K. Basu, "Customer Loyalty: Toward an Integrated
Conceptual Framework”, Journal of the Academy of Marketing
Science, Vol.22, 1994, pp.99-113.

Goodwin, Cathy. "Between friendship and business: Communal
relationship in service exchanges”, Working Paper. University

of Manitoba, 1994

- 54 -



Gwinner,K. P. Gremler, D. D., and Bitner, M. ]., "Relational Benefits in
Services Industries: The Customers’ Perspective”, Journal of
the Academy of Marketing Science, 26(2), 1998, pp.101-114.

Haines, G. H., Jr., "Three papers on consumer satisfaction
/dissatisfaction: A  Comment”, Advances in Consumer
Research, 6, 1979, pp.450-452.

Hart, C. W. L., Heskett, J. L., and Sasser, W. E, "The profitable art of
service recovery”, Harvard Business Review, 68(July—August):,
1990, pp.148-156.

Mittal, Banwari and Walfried M. Lassar, "Why do customers switch?
The dynamics of satisfaction versus loyalty”, Journal of
Services Marketing, Vol.12, No.3, 1998, pp.177-194.

Molina, A., D. Marti-Consuegra and A Esteban, "Relational Benefits
and Customer Satisfaction in Retail Banking”, International
Journal of Bank Marketing, Vol.25 No.4, 2007, pp.253-271.

Oliver, R. L., "Satisfaction. A Behavioral Perspective on the
Consumer”, New-York: McGraw-Hill, 1997, pp.4-12,
pp.428-434.

Peterson, A. Robert, "Relationship Marketing and the Consumer”,
Journal of the Academy of Marketing Science, Vol.23 No.3,
1995, pp.278-281.

Philip Kotler & Nancy Lee, "Public Marketing”, 2007, p.27.
and Sidney J. Levy, "The Broadening of the Concept of
Marketing”, Journal of Marketing, Vol. 33, 1969, pp.10-15.

Swan, J. E., & Comb, L. ], "Product Performance and consumer
satisfaction: A New Concept”, Journal of Marketing, 40, 1976,
pp.25-33.

Yen, H. R. and K. P. Gwinner, "Internet Retail Customer Loyalty: The

Mediating Role of Relational Benefits”, International Journal of

- 55 -



Service Industry Management, Vol.14 No.5, 2003, pp.483-500.

Zeithaml, A. Valarie, "How consumer evaluation processes differ
between goods and services. In Marketing of Service”, Eds.
James H. Donnelly, & William R. George, Chicago, American
Marketing Association, 1981, pp.186-190.

- 56 -



A E A

ABSTRACT

- 57 -



: 031-267-4118)

+o]

o

A

[e]

xﬂL 13%ol] oA

NEIEE

of diel A=,

71%el met ot
2010. 10. 15(=

)

S
-

o

T

g2 3

af

S

SIAETI YA AL X 8 F
Ak

g]
Aoz

L

T

b g

9

g2

RARK
Z]

s

°

q
Azsk =@ AU 7

SALA ol
=2 H

=

L

1

?
(031-267-4122) A4 wHgiLIth,

= Qdeta] A7) e,

A7

1. 22 89 ae] e T

14 A3y, 2Apel, 9

1=
L4

=

o

!

%

g
X

¥
!
\_n_ﬁmo

—_—

B

o

T8 <l

dA B A7

&

R

™

L
fite)

ohi

A3
ohi

- 58 -

shel 74171 gy,

o

d) =1

A

b A gEse e BAdE e, AelH, FAH, 28

°

2

]
°l




1k

H

- 59 -

Alsl el

}

U
gl

-

3 A= 3w

5

]

IEEOR
1o el <]

a
e T
) Mnn_.a_o
als M
X e
o
% 4
™
23 By
2 oo
—
oH
= w
N T
o o
o)
o
a =
,A
G K - el 6 S vl 1 O R 16 S = B 6 K e 11 S o) 4n
L B e o K O - - A - O M i R
SO B~ BT |d |R I e he
L T RE| T M | o G I Ho ol
T X T RCES o/ Mo o M oﬁ? o =1 o
MM ﬂAlMM 4 B Ltw_w.a N4k | o my Mm |5 Ho |y A mwuﬂe Mo X o)
L I LI 0 Y o = o i oM 2 N 4
g o) — f
Nl R i e e A e R I B I a
=X |Ho oo Zdl,mﬂA —_— BN = o — W= |2 . = ‘_n_wo 7o)
e e R =1 KL - -l il R e S e W B N o Ho
> U% Hc ”e | S g g b Hmﬂoﬂﬂn%ﬂﬂnﬂ <ono| ek b
N = v e N N S R I 2 |n W o oy | —
B I o Fo N I L Y il e pcd LAy N = s
o | [ Hogg|or | O | T = |H ol )|y oolon® | X J) |
R LG T K N o o e IR (R B e o e N L - e
o [Horr| FlHo |Roge| AT || Hgn| Ml | AR|\AE gl ) o
Zo |Zoe|Wop| o |0 |TMRI ST BT | S pg | Ol o T | T g Syl N k| R g gm
| R AL T R T\ T (Y 0 el
B sk | o | Hort Moo | Bo™ | Aol | Hoo | Homs | RoRY| | Hor | = g
TR TR || SR KO | KOTo | KOBR | KoM | TR | KO B | <oUlr | <o | o E | <ol = wmo
)
clelw|olaz=|lalalz|lele|s(zlzs]| ¥ e
o
T
T TR G HOEw : -
ST




5.tk BB A Askel B YA ARJIUTL ke Lo
A Aske] FAA L
B g e S D135 @465 3795 D103 014

@409 ==k
©50091 1 W%t

210011 7%
@1,00091 1 °] %4

D13d @463 @794 @10 ©)d

ORI (2]
_\?_

) O

o8l @FXHIR(}-

aﬂ%o [e13

of el dvpt 2t &

ox
L
o

23]
L ARAFY 7R

D13d @354 @5-10d @10 ©)%d

- 60 -



ABSTRACT

The Effects of Relationship Benefit on Customer Loyalty

-Focused on the Hwaseong Chamber
of Commerce and Industry-—

Lee Doug

Major in Management Consulting

Dept. of Knowledge Service & Consulting

Graduate School of Knowledge Service
Consulting

Hansung University

Understanding customers more accurately in the long-range
relation with customers is the key to survive in business, and nonprofit
organization is no exception.

In Korea, the Chamber of Commerce & Industry is protected by
law which obliges the companies to become a member of chamber. As
the law has been revised, however, some chambers started relationship
marketing.

The purpose of this study is to look closely the effect of
customer loyalty with relational benefits on Hwaseong (city) Chamber.
Four factors of relational benefits were identified: social benefit,
psychological benefit, economical benefit and customization benefit. And

customer satisfaction and factors related to the membership are also

- 61 -



considered.

In this study, 200 questionnaires were distributed to the company
members and 127 wuseful questionnaires were returned. For data
analysis, descriptive statistics(i.e., frequency, percent), correlation
analysis and multiple-regression analysis were used.

The result of the factors which affect customer Iloyalty is
following as:

Customer satisfaction is first, followed by psychological benefits,
the expectation of relational benefits, customization benefits and

compulsory membership.
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