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AUzt 42 PBo] WA FAHe et Mg Fyolztn e
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o QLA Fde 719E 4= 9 th(Frambach et. al, 1998; Atuahene-Gima,
1996; Drew, 1995, Gobeli and Brown, 1993; Brown and Eisenhardt, 1997)31
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A 718E dte A AN nA4F} w2 YAtaTES AARY ¥ gALTF
of Wty AeHoldta Pk EF oA nAA FIAAE TASE
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Aoz 8y %i‘:‘r(Atuahéne—Gima, 1996; Ennew and Binks, 1996; Frambach
et. al., 1998; Duncan and Moriatry, 1998; Miller, 1999).
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T F&, trls 89 A T 8 22 AAEH nAME 29 A
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Gargeya ¢ Thompson(1994)°] 9J&t# JITel
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iAoz AT JFL NAE 2L F5H Hxo] 9F BY

E, THEFAA R W& AFu) $4 Z(Cronin et. al., 2000;
Cronin and Taylor, 1992; Lee, 1998; McDougall and Levesque, 2000;
Oliver, 1997)] @74 = At}

Y RHOE A9 NG Bt FHsde AAL AT §
Aske AL ol Frkste AAANZAN E4F dARA 29 ogg

FTota aAE o9A =i EAC 93] nAo] thE AHl=AF
Ao A & AU, oW nA BEYE FEdY FTAHA2HE nASE A
& 3 F A stevtd g ZA7F AVlEd. a28eE JsiEes 34
SN LAFAHEE FAL FA7] A3 N2 9e FTaF I
= Aol (Chow and Holden, 1997).

A B3 gt e 2N Gronroos(1994)e] 9§ mAZFHE A
© A4 AulEaAFAL FAANA #AY FA, ASE, FEFoE Qo A

Ao2 A9 ofFolg) Ao uFAAZ EARE

o]F& Aojgtx 3t} E3IF Czepiel I} Gilmore(1987)9] Aol o3t A
o] A A ALHA nEABAIL o]FojAE Holgtan gt ol T
MEL Mul2=AFAet dFaAe BANA X7t £ He H4H50=2 B
T e a3 Hx SR A FEAE7 F7hE e Rolth

ol¢} 2 APAT A I £ =M LAFAEE U3t
2R AEHHQA BAAA A= gAY TPz Hod
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IAFAEE AE|2AE Y XS AsiAE FaT axelt FHE}
2 170 BETE ANEL A28 FEY £ JE 2¢0 HYy, 13317
o] rRHI o]eo] F7tHE Holth(Reichheld and Sasser, 1990; Aaker,
1991). &3], Thompson et. al.(1985), Zeithaml et. al.(1988)¢] =%l <3t
AL 1A BETE A I, v8Y HPRD ol 1AFAHE
o] F7h NAAARE, SAY AAAH o] M-t g

od Zol AAFAHE 93 Yelvte AFde AMuize FEF, o|d9
S7h A F, AT A E, v 8 7 FoE 298 &
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A2A AN AR 2 A5 =4H Qo
1. 7hde A4
1) AAZ1z¢e] e AAF FR2 AA2A3 nAFAHAE] #A

Bell(1993)°)] 93td z:7jo] Fd22E A&
olgfil ¥tk IR Mul2AFAe Huld FAS
& 7IZF ke nARY BANA Aoyt WG AIuFol o) FA
#@3 }. Coulter ¢ Coulter(2002)= 2534 H
TRkl FANA AT AA I wt A alo] wg FsA &

432 59349 Doney ¢ Cannon(1997)¢8 A7= AFHE FA713H
Fo| HEol os AMul=FFelA olFoFki k. Wilson(1990), Morgan
¥ Hunt(1994)¢] @TolME a4 MH|2AFe] ol A= A 29
S FE3tx 3t Lemmink € Mattsson(2002)] d+% A7j7d 2x Al

FAol AAFAHEER olojAttn Frt. R SAES A &304
710 AR Ao Ao A Fuitet @A Alole] #AE FLE &
2 Ev(Anderson and Narus, 1990; Dwyer et. al., 1987).

aAe] 3L A7A A7) wE nAFe] 09 A o F
deua g AgAToA geln glom A AB|2AEateke] Azt
A mszgor A Mux FAHFog o 4 Yvtn FrHLemmink
and Mattsson, 1998). L7279 i3 wHAE Fx 7|99 dYolgES +7
71 A B4 HASAL AARANA Fr|Hor nATe] F5AL] A
& 7]&ofob gt} ol nAFe] FuAEL LAFL AT %
AR A F50] F83HGebert et. al,, 2003).

oje] B A% AFAT A o3 nAIe] #AH FHLRJEC] &

B>
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A7/ HL : Ad#AL A7) wet 24z B
nAZHE WA Fgo] gebd Aolrh

Hi-1 : AHBAS 717 wet 247 nFo] AAFAHT e Fgo]
2k o)t

H1-2 : ARBAY 7|7k wat mA3e] $Ho] nAFHE wxE ol
gehd Aot}

H1-3 : A @A 713t wel uAde] 43527 aAqFHAE vAe
FEo] g&td Aol

Hil-4 : AHBAL 73] wet nAqRHe] aA4ZFYxe] vXE T
g3 Rojt.

H1-5 : A@A 717 et nAze] JAlhTFo]l aAFAH T vx&
FaFol 2EHd Aolth

2) A R 1E #A4 F2 AU aATHYES] BA

Smith(1982)°] <lstd UEo] AAH AR BANA AAR HES o]=3
AL uFRT 28] B2 &FE 719 gsiA o]Fo oz . I3
T2 AL oJHT AR AL 9% olFte] THLEC] FFo| Ho AR
7I€s AU F43t2 SEHA B A2de 3T lon, olgL ¥
= F A& Hse dAd X8tz drke A o|tH(Peter Hines,

1994). &7FE AFGd oA g mAfFe] QA #FAE nAFAHAEE

Fdsta 24 os AT 5 e FF sl HH ALY BANA o

e
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AL 7t e 29 727t doha Foh(De Wulf et. al., 2001).

Barnes(2001)¢} Butcher et. al.(200D)¢] 93t AFE AlGL mA I A
2AFA BAAA AN $HUYE BAZ AY S Jorz JA
As A s aAFHE 79 @i Fdoh F53 AH|~
e &7 E Al oA A2 AL RV e dEny
o] A7 v Fesvln FrH(Schlesinger and Schulenburg, 1991,
1993). W59 AS ¥ & F& FAUAGE nAo] i Muj2RZFE 1880
GEARE AZe Avkn Fth(Hart, 19932). 27199 AL S HF2)
A ALezA :feo dAAA Aolgtm FrHFile, Cermak and Prince,
1994). s-Euetel A5 20048 T FAAHC % AviPA v&S AHR
H FEAEA FRAAST 8%, 2FAFA AUFASF 4%, 2 FR] FEA
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ABSTRACT

A Study on the Relationships between Customer Relations
Quality Factors and Customer Loyalty in Service Shop
Environment

— Focused on Auto Repair Industry -

Park, Chong Ahm
Majored in Production & Operation Management
Department of Business Administration

Graduate School of Hansung University

This study uncovers and examines service quality of service shops,
showing high degree of mutual interactions with customers. We employed
an empirical study to view the relationship between "customer relations
quality factors” and customer loyalty. Customer relations quality factors in
this study include service warranty, friendship with customers, reciprocity

trust, customer knowledge, and communication with the customers.

In addition, our study borrowed the characteristics of Japanese style
Supply Chain Management(JSCM) in order to test the possibility as a
moderating factor between “customer relations quality factors” and

"customer loyalty”. Major characteristics of JSCM included in this study
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were long-term relationship, short-distance, and small sized firm.

The sample used in this study was gathered from Auto Repair firms
located in Seoul and Gyeonggi Province. Total 289 questionnaires were
finally collected and analyzed using the SPSS 120 K WIN Program.

Linear Regression were performed to verify the research model.

The results showed that mutual trust, knowledgeable customers, and
effective communication with the customers had significant effects on
customer loyalty. The results also revealed the moderating role of the
characteristics of JSCM with regard to period of relationship, distance, and

size of the shop.
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