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2 HeA "ok wbs] BARAE e A
A3} A apzte] g soleo] H=
Al A D3] A<l 7EX Rt ofu] g}, Al &4 Q)
HAAZIAE ATt seol et &
AT ARs| Al g st A = Al a9l Aol
= T v, vAE AFex = 4l
Yool gk dF9] Ald o2 Fhestan
(Dwyer et al, 1987). &, vlAE oA <]
o]l Jhd& FHA Ad e gilE 9
gt} ol & E9] Anderson?} Narus(1990)
= 719%F #Alell o] AlEE B 4AT
AHale] BlAtel] F AR AIE 7T E
Y= TP Holgh= Ald"e® st
3L, Moorman et al.(1993)& 418 & "th&

WAL el 717 0] oA st g
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t} 28]y Mayer et al.(1995)& "]ﬂoﬂ EH?*
S= 384 (risk) 2 B2 (uncertainty)
A=7F =AY
(knowledge) o] v} A E7}
11]7]9‘3}3’— skt

S = Fr= Aol A=

3’—7—]1474' 17—‘1{91
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Aol At = oA = 4
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2 YehgoH(Macintosh and Locksin,
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A nAEL 253 AU FHEAE
Zhe Aol 2 7Ide wWve Af 2 4
4E wepg Zeolgte A7ZIE vttt

(Beatty et al, 1996: Caldow et al., 2000).
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E

o} 2AREL e

Zow & Aolm, I 2 AlZl|A] FH35}
& 3HA] &S Aolth wEhA AFAMS T &
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Beatty(1999) = 124 WFEEo} ILufj &k Alo) o]t} Selnes(1998) = AlF S mANIEHT}
o] FHA TAE FHET Boltond Felel oA Aol AT AF

Lemon(1999)2 Al &=+
el ¥ v]8o] X EH= Ao, F
a7 FHEE7E A2 ARERIE] A

}\1 u] = tﬂ—7]
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Aele] 33

PSJEuE RS x]x]sﬂ AUTE o] e Aol
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Q7] gk Fash "*?@%—’Fi 12 5HA A,
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PHFR 7SSl B2k Ring@ Van de
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Hy nAe] A2 =rt 255, 1 7|99 74l wshd S o] 83ty FAld F WA
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ool Mo wWE AxrdLe (19 1) oA AFYE &5 st 1HES HAE
3} 2} o2 g el
2 =59 Mde S5 A g
W 0:]-?1:1]—]:]-] 22 oo Aol FEL Guenzi®t
-l omw Pelloni(2004), McAlexander et al.(2002),
Berry ¢} Parasuraman(1991) —18]3. Bolton
P > o
1. Wse] =223 Ao 9l 4 7} Lemon(1999) 59 A2 =zsigch
B oERdE HES PA fete R AREAR A dwel e v
To] FHE SUBA ALES = sl IS Asfste AEIES u-Fe
Z2AS 7A 3 AT dukE oz 9 FreiAA A 153, Ao i FA =
A AT Ge LuRS Ao A 7 15gS A & 248 ssith
A 2w 9wk 7|7 Belsle] AR o] 224 Aoloh WS B A2
B] 859 sl A%t 1 Aws) wakel 8= FEleh (& Dy 2
Al gE 4 7] wEdl, 4 2 Ao
(E 1) el ZAA go| 9 Mol 74
7 £ ZAH Fo) = 5 = | ovn
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-4 | el o AR Az 1| -Aejgae) AU e
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Bl JAEE al.(2002)
“2ARke] B
- A7ke) A= 7
= 2 gM=9 A ST e i
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=g




MEg 340] s WA ANER A7 2 FHE

(direct effect)g]r 78 &7 (indirect  effect)

ag]a AR HE A Thete & Sl o
2let AREAe daiAe 2 x3d
HAFE 7He] QIFA A7 dEA k=
AL edta, WEE 2ie] A7 Qs
A HHAde Adth= 7Pge] Hesitt =
gk olggt VPP E olflelE 3|HIEA A
o3 H¥4d 9 7Pdol =y a9
o}, o]/de] BAIARQL o] 2ol me} & =]

L3l N ES o g ARo] o] FolA]
25 oAAolqlth. AFA FdEME A
AR 2045 5 2029 0] Algol AFst= AL
g=

AFYRE 1007 12%(5.9%), 2007}
66 (32.4%), 30th7} 499 (24%), 40 ©]7&
o] 7T7T8(31.7%) 2.2 Ao m2A |
EWE} WHFTES LE0] 587 (284%), N

= 1427%(69.6%), Wt <]} (AT =
f&) ol 474(2.0%) = Yetsth E13HE
71&0] 859 (41.7%), wl&e] 1194 (58.3%)
= YEsith

SHAES 9B HAES 1009 1
538(26.0%). 100~200Uh_ n|gko] 879
(42.6%). 200~300RH1 wiRto] 3v8(1.5%),
300-400%+¢] wlRko] 19(9.3), 4007+ ©]
o] 4274(20.6%) = yeht 2007t miRke]
AT LES e SHAEC] 7MY Ba,
4005 ool ARt aSATE 1 FHE S
I E Aoz et

rEI
o,

2. AFA gl glgA] A=

284 (reliability) & ¥l 7Fsdt =Y
S oa A e SHse AT
A7} s drhe A onjeit &
Ao AlLdlE AR FJEEo] sx=
WA dodS S8 flet] AEE
A AAEa, O Ades (R 2> 2t

E A= Van de Vend} Ferry(1980)
= B2 ATt Folol|l A= Cronbach agk
o] 0.6 ool SAH=TF AFEoe &
A7F ok 467 wwol], AT
Ao i AlFee n-Ade] e
09131, mA-mAe] YT 09019, wA %
A2 09031 2]z wANEE 0923302
2 olz Eo AIAL 3 o
2 B4R

EFA] (validity) o] & S =
Aotz ke dely $4= H s
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P F oo dth= Ao =, o= SH 3t . KMO$} Bartlette] 794 A4S 2E
a7t sk dE oA Felsiien o FE5 A s WEAL GEEA
NdA Gelg AGA 22elertel 9% e AE=A KMO(EZHF4) wkel 19
= e Aotk & dAFellAE ol /g IS SRl AR MesRE T
B3-S ASsh] AaliA mA g4 a9l d¥of hvkaL & = 9l 0ol 7he
A4S AAIBITE 284 29FE FAZSIH I & 5 otk B dTelAe] 2
2L Fd=EAW (principal - component Ao Aae GE 23 2t} A4

o] KMO#-2 0891 Wbl Bartlett 7
Aejed TAeit B3t T 8Qlee B A= frelarwol 0,000 el shAl vt
= AEsP] f8td KMO(Kaiser-Meyer- — 2B2 81745 93 7|27pd & w5y
Olkim) ¢} Bartlette] 797 4= dAlstsl Sioh

analysis) < A3 3L Varimax W] 0= 3

0l
;%_3 aZ-TZo| | JZH-E|Qlo| Cronbach’s| Eigen
He | RCHEEA SUEA | 1 EMT | 12 Mg Alpha Value
T FHys
2-3 796 261 240 7.368E-02
2-5 780 316 349 6.049E-02
2-6 72 283 267 1.356E-02
2-4 732 384 240 -108 0.9019 4047
2-7 716 290 197 128
2-2 707 216 266 205
2-1 567 -9.773E-02 169 118
1-3 145 840 7.930E-02 149
1-4 192 830 245 126
1-5 195 801 314 5.848E-02 09131 4531
1-2 278 796 191 234
1-1 337 638 294 107
3-3 292 216 832 146
3-2 271 230 824 245
0.9031 3931
3-1 338 134 783 123
3-4 371 316 703 185
4-1 108 161 198 929
09233 1.968
4-2 117 256 284 863
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A AAEE AUz Yok Emerging Future of Marketing,
T3 B AFE Hrl A0 s & (American ~ Marketing  Association
=3)7] 95t gy 2L A A ) Special Conference on Relationship
Z7}4 0l A7} Basht} A, B Ao Marketing, Dublin, 12-15 June), pp.
ZAb g WEge] REAE EE A% 22740,
2AEZ o] &l AL Ao & o] 2o Beatty, S. E. Mayer, M. L., Coleman, J. E.,
At TP EA gEie] walgso B i%eynolds, K. E. and Lee., J. (1996)‘,
Qoo E Bo o HAS s o] Cust.omer.—Sa‘L‘les Associate R'eftall
B @ WMade] AN we maiAd Relationships,” Journal of Retailing,
o L . Vol. 72, Fall, pp. 223-247.
T= ohe Aele AHS AR A = g1 L (183), “Relationship Marketing,”
S )2 PR I olF in Berry, L. L. Shostack, G. L. and
of AAsHA HzEe sle AE 5 vt Upah, G., (eds.), Emerging Perspectives
FEiel A2 A sl el A= in  Services  Marketing,  Chicago:
et F7F A7 293 4ot ERE American Marketing  Association, pp.
& ATFoA A dEFE mAE 8RlE 25-28,
o tf3l 7PEEL 2 25 7]Zo] ATk and Parasuraman, A.
wepx] Aol AlE] Ao] o]gA| o] F (1991), Marketing Service. New York:
4 & glegle O@ #7149 A7t "e The Free Press,
&, E3) BAIAEL WA Al Bolton, R. N. and Lemon, K. N., (1999), "A
dgke n A 2= 9= gold yat A7) = Dynamic Model of Customers Usage
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{Abstract)

The Impact of Interpersonal Relationships on Department
Stores Customer Satisfaction and Trust, Loyalty

Lee, Joung-gun” - Bea, Mu-eun**

This study is to understand the existing relation-marketing based on a result that
social-relationship in market can effect on customer’s action with expanding the seller-purchaser
relationship, and understanding purchaser-purchaser relationship in the community. The result of
this study could be summarized as below:

First, the customer-sales person friendly relationship effects respectively on customer
satisfaction and loyalty. Second, friendly relationship of customers effects on customer
satisfaction and loyalty. Third, customers’ satisfaction and trust increases customers loyalty.
Considering that they could cause others to re-buy, {friendly word of mouth,
recommendations, we should know improving customers loyalty about a
company (department store) is very important. This study presents not only customers and
sales clerks relationship but also developing customer-customer relationship is important as
well. From the viewpoint, this study gives the following strategic tactics to companies.
First, customer’s relationship with sales clerk is not able to be built in a short time unlike
discount or gifts. Second, relationship around customers effects on loyalty of the department
store, over the relationship of simple customer-sales clerk. Finally, companies, to make a
relationship like fabric, should escape a two-level channel, a company to a customer, then
recognize a three-level channel, a company to a friendly customer to a neutral or a
unfriendly customer. That means a business should use the positive to make the negative

or the neutral change their behavior to it.

Keywords: department stores, customer, relationship marketing, customer satisfaction,

trust, loyalty
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