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A Study on the Relationship among Service Quality of
Membership Programs, Customer Satisfaction, and Customer
Loyalty in Korean Mobile Telecommunications™

Chun-Hyun Paik** - Cheol Min Kim*** - Hee Jun Byun®**

B Abstract =

From early 1999 years, the mobile telecommunication companies have introduced the mobile telecommunication
membership program to attract more customers. However, the severe competition in the mobile telecommunicati-
on market has made the mobile telecommunication membership program to be faced with the matured mobile
telecommunication market and the mobile number portability. Main focus of this study is to find what are the
core elements of service quality of the mobile telecommunication membership program. To achieve research ob-
Jective, we conceptualized the service quality of mobile telecommunication membership program. We also derived
hypotheses regarding the relationships between service quality of the program, customer satisfaction, and cus-
tomer lovalty and examined it by using the empirical research methodology. We suggest new marketing strat-
egies of the mobile telecommunication membership program which can be applied to improve the corporate
competitiveness.

Keyword : Mobile Telecommunication, Membership Program, Customer Loyality
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