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The Effects of Rapport Building Behavior on
Customer Loyalty in the Banking Service
Environment : Through Customer Attitude

Kim, Cheon-wook!)
Hwang, Chan-kyu2)

Abstract

The purpose of this study is to investigate the effect of Rapport Building Behavior on Customer
Loyalty through Customer Attitude in the banking service environment targeting bank customers
residing in Seoul and the metropolitan area. This study applied a significant sampling method, and
the number of samples used in the final analysis was 201, and statistical analysis was performed
on the input data using the SPSS 20.0 program.

As a result of the analysis, first, it was found that the sub-factors of Rapport Building
Behavior in the banking service environment, Attentive, Courtesy, and Information Sharing, had a
significant positive (+) effect on customer loyalty, and Connecting was found that there was no
positive (+) effect on customer loyalty. Second, Attentive, Courtesy, and Information Sharing,
which are sub-factors of rapport building behavior, were shown to have a significant positive (+)
effect on customer attitude, and Connecting was found that there was no positive (+) effect on
customer attitude. Third, customer attitude was found to have a significant positive (+) effect on
customer loyalty. Fourth, customer attitude was shown to mediate the relationship between rapport
building behavior and customer loyalty.

Therefore, it was found that rapport building behavior is a factor influencing customer
attitude and customer loyalty in the banking service environment. This means that rapport
building behavior between customers and banks can change customer attitudes and have a
positive effect on customer loyalty. It can be seen as implying that customer management is
necessary to increase customer loyalty through rapport building between customers and banks

even in the changing banking service environment.

Keyword: Rapport, Rapport Building Behavior, Customer Attitude, Customer Loyalty, Banking Service
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