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ABSTRACT

A study on the influence of the HanaroMart Service encounter

Training on Customer Satisfaction and Service Quality

— Focusing on the NACF’s Hanaro Mart Customer Satisfaction and Service Quality —

Jung, Jee—hye

Major in Management Consulting

Dept. of Knowledge Service & Consulting
Graduate School of Knowledge Service
Consulting

Hansung University

The purpose of this study is to understand the inter—relationships among
service training, customer satisfaction and service quality. To achieve this
purpose, four hypotheses was set from the literature review and empirically
tested by using the data.

The data was collected from 97 frontline employee who were working
in hypermarket retail industry. After conducting factor analysis. We could
find that service training included four factors such as trainer, trainee,
training contents, training number of times, customer satisfaction, and
service quality was categorized by training transmission, reliability,
friendliness, assurance and empathy. Figurel showed the hypothetical
relationship among service training, customer satisfaction, and service
quality. In order to test four hypotheses, multiple regression analysis and

mediation regression analysis were conducted.
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The result of the study are as follows;

First, regarding the results of regression analysis for service training on
customer satisfaction, the factor of training number of times only affected
on customer satisfaction.

Second, regarding the results of regression analysis for service quality,
trainer and trainee factors, training contents, training number of times
had positive effect to training transmission, not to reliability, friendliness,
assurance & empathy.

Third, the effects of customer satisfaction on service quality showed that
customer satisfaction did not affected any service quality factor.

Fourth, in order to analyze inter—relationships among service training,
customer satisfaction and service quality, mediation regression analysis
was conducted and it was discovered customer satisfaction had not the
mediating effects on service training and service quality.

The contributions and limitations of this study were discussed and the

future directions were mentioned.

Keywords: service training, customer satisfaction, service quality
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