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® 4 =] - 1 7.207 0.007"" | A#=
@ 4 % 5.812 5 1.197 0.309 717}
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@ w3 EH| 10.546 6 2.188 0.042"" A =
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sestel #AE PAG Ad, 4ol Tgk 3008 FolHEPHel
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kA EH A Fgb 1938, el &= (Pwh)ol 072(p<0.) 2 FAA &4
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*p<0.1, **p<0.05, **xxp<0.01
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Mg GFAAT etk = AgelA Fgk 3875, #HEEPR)o|
0.003(p<0.01), AEIF-ol Al Fgk 4.050, G2 2HE(P7He] 0.018(p<0.05), 7}
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® 7 A 25 12.128 5 1.324 0.252 717}
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ERs T =3 Aol A Fgk 3586, el gE(Pgb)el 0.002(p<0.01),
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B7] 9gh v Aot Syl s 244 o5 [E 4-9]¢F 2o
[ 4-9] =439 &4 23
¥ SYENS BN > FEAF 0 BY
=g dHg A F A= T/F% P. value | H =

® A ] - 1 11.665 0.001"" Al

@ 4 4 17.293 5 1.99% 0.077° A =

@ e 15.164 5 1.748 0.121 712}

@ A 3 30.697 6 3.586 0.002"" A =

® A F o R 23.154 2 2.668 0.070° A =

® 7t A &~ =5 29.252 5 3.404 0.005"" A e

@ Z3AE 17.771 6 2.054 0.056° A =
*p<0.1, *xxp<0.01

3. MAEATG BARELAC] TE o] B4

AT A 547 BAFAe] HHAFS Loty 93 t-test
ANOVA 4] Aol A QIFAS| 84 54 o] ofe] WIEd #A A <}
o BAES BHI Az Aol  Tg 2173, FAFEPHo]
0.047(p<0.05), &l A Fgt 1.999, f2&&(Pahel 0.077(p<0.1), =<3l
A Fgk 4424, 523 (PFH ol 0.000(p<0.01)Z F2lu) gk o gaA 7t et
Wk g JMAARS A Fak 3.048, 2 3E(Pwhel 0.010(p<0.05), -3}
A zulell A Fgb 2537, o2& Pih)el 0.019(p<0.05)Z A #AFA 2 &
ARoRZ frough AFAAZE dsol vetwth. 28y 443 A4}
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ABSTRACT

A Study on the Effect of the Relationship Marketing on the

Relationship Behavior in the Resident Autonomy Center

Kim, Mi-Sook
Major in Public Administration
Dept. of Public Administration

Graduate School, Hansung University

The purpose of this study is to provide relationship marketing
strategies based on contingency approach for the local governments
demanded entrepreneurial values. After reintroducing local autonomy
system in Korea since 1995, a lot of political discretion was given to
the local governments in the meanwhile, but they were demanded to
cover various parts of responsibilities and roles.

That 1s not only as a proactive manager dealing with regional
economic growth, effective financial management and Enhancing
Competitiveness of region, but also as a administrative authority that
provide differentiated services and various benefits for the community
residents living up to their expectation and desire. Therefore, local
governments need to consider that relationship marketing give a chance
to 1mprove profit and performance of the present business and
program, and to maintain a long-term positive relationship between the
local government and the community resident through customized

services.
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For the local government to attain proper support from the
community residents, it must redesign the administrative strategies
based on entrepreneurial values by disclosing to the community
residents how it will operate its profit-making services, how much it
would cost and how the local government and the community residents
plan to pay for it. There have been diverse explanations about the long
dissatisfaction and Inefficiency of public services provided local
government, but it should be pointed out that there were not enough
considerations of on the-customer factors and on the-business factors
in the public service area.

The local government must find a appropriate ways to satisfy its
community residents with the available customized services applied
relationship marketing, and this study recommended relationship
marketing being inherent in customer factors and business factors.

In this study, to verify possibility of relationship marketing, and to
test research model, researcher analyzed data gathered from the
resident autonomy centers and the community residents with the
experience of programs and services.

In this research model, Relationship Benefit(RB) as a antecedent
variable affecting Relationship Behavior Factors(RBF) was proposed,
and four sub-variables of RB was defined Customization Benefit(CB),
Special Treatment Benefit(STB), Economic Benefit(EB), Social
Benefit(SB), respectively, while RBF as a consequent variable consisted
of tree sub-variables with Relationship Maintenance(RM), Relationship
Recovery(RR), Relationship Extension(RE).

Relationship Quality(RQ) was hypothesized as a mediator variable
between antecedents and consequents, RQ was defined as a
multidimensional variable in nature with specific facets; Customer

Satisfaction(CS), Trust, and Commitment.
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This study analyzed the causal model and factor structure through
Structural Equation Modeling(SEM) approach. SEM using SPSS AMOS
program was undertaken to test direct and indirect of causal
relationship, and measure effects of path-ways on the path-diagram
respectively. Analyzed results were as follows. Antecedents of
statistically significant path-coefficients Affecting CS were SB(0.677,
P<0.01), EB(0.164, P<0.1), and CB(0.141, P<0.05), and CS showed
statistically  significant effects on  Trust(0.927, P<0.01) and
Commitment(0.612, P<0.01). Causal positive effects between trust and
sub-variables of relationship behavior factors were RR(0.363, P<0.01),
RE(0.171, P<0.01) path-coefficients order. Causal positive effects
between commitment and sub-variables of relationship behavior factors
were RM(0.984, P<0.01), RE(0.676, P<0.01), RR(0.588, P<0.01)
path—coefficients order. As a result of SEM analysis, the proposed
hypotheses were supported overall, and the hypothesized path-ways
showed statistically significant for the most part.

The results of the empirical analyzing and testing describe that the
relationship marketing can be applied to improve the effectiveness of
profit-making program operating by the local governments and to
revitalize regional economy. The community residents responding with
the questionnaire perceived that services and benefit provided by the
resident autonomy center were lots comparatively, and it is possible to
interpret that these Perceptions on the relationship benefit of
community residents had a positive association with customer
satisfaction, trust and commitment.

That 1is, this study can summarize that the positive association
between relationship benefit and relationship quality has a strong
positive(+) influence on the relationship behavior factors. The strategic

outline indicated through the result of this study, If the resident
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autonomy center provides customized program more positively and
operates customer relationship management program continuously, the
effectiveness and profitability of programs including quality of program
will be improved as well.

To enlarge conclusion of this research more, the relationship
marketing strategies which can be applied into regional economic
revitalization of local government level are as follows. (1) to develop
new revenue stream, attracting external companies, industries, and high
skilled working class, (2) to make decision appropriate deploy and
utility of human resource in the region, strengthening strategies of
authority for local organization, (3) to revitalize regional economy,
supporting strategies of business and sales marketing, (4) to promote
economic, cultural exchanges among the region to region, the region to
nations, establishing strategies of differentiated city image.

As the local government and the community introduce on
the-relationship marketing factors positively on the public area of local
government level, they will be able to look at profitability and quality
of their service and program in broader perspective, and possibly
enhance their services and programs to efficiency and satisfaction from
local government’'s inefficiency and resident’s  dissatisfaction.

Differentiated and advanced development of the region through the
relationship marketing will provide more opportunities to allow the
whole of the community residents to enjoy high level ‘quality of
residential environment’, ‘quality of culture’, ‘quality of place’.

That is, this study emphasizes both of the local governments and the
community residents that profit and benefit engendered by relationship
marketing is a share to be allocated together, and it shows the

probability and validity persuasively.
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