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gok gS Foe S s a7l 71 AFS Tl wf AR = 9
3L a4 LT ) FAE WSk & o 8-S =ole A Eﬂ?zoi Al Fa%
&S vHIYE A= ‘%}Lﬁ}ﬁiﬂr(Gremler et AR 310t} T3 Ring2 Van de
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n)

2

2. A7

2 el Thel A5 a4 A
gk AR FRAON} Aus
ofate] QIR WS, olF B3
FEARANA Tokar] olele A31ax

(direct effect)®} 7+ & ¥Hindirect effect)

el SAEE 470 stebd 4 gk, o
93 AReAe s B xee
WSS he) Qlaby Ak elA qlrks

AA7E asta, Mg ke BATE 19
A HPJHE Adohs 7ol Bes ®
g olefgk 7HE olQel® 3] ]atA] ol A
e e A84 59 /Mol BT 84
o} o) de] FAIAQ] o] 2ol uhe} i =i
A= SPSS 10.05 o]&3ate] W59 82l
AT ols AVE ulRo R AlFY 4
I B A4S AAEleh a7k
o] AES 98ke] AMOS 4.0% o]-&3fe] 7
2EAE AL oS nig e R T

& AF3Ae,

1. ERe] 54

B ATE sk, o] S mie Q)
TEAN B4 thev gt miol 0@
A g, 93, Y, WESE, £,
A5l distel MERHow sfelsh
ek, olF AHe Mapae] BN o
§3hs WASS Ugow AR o]Tolx)
B oyolglth. AFA FHoIAE HA
HE 2043 F 2029 0] A&l AF3h= A}
E olQTh webA B =Fe Ago] AT
Sk ol g 2Akz BE 5 9l

A RE 1007 12%(5.9%), 20th7}
66%8(32.4%), 30tH7} 4978(24%), 40tH o] 4
o] 778(37.7%) .2 AWrH oz y=7
Ebth, WSS a1Zo] 58%(28.4%),
=2 142%(69.6%), st ol (AT 2

478(2.0%) % JERT Z0dEH =
7]&0] 857 (41.7%), n-&°] 11978(58.3%)
2 UERTE

gho]

SHARES] €A 1008k vwke]
53%(26.0%), 100~200%k] m]vke] 874

(42.6%), 200~3007+d m]to] 37 (1.5%),
300-400%+4 m]gke] 19(9.3), 400%FY o)A
o] 4274(20.6%)% YERY 2009 w]qke]

LHA LGS 2 SHAE] 7MY ¥,
40079 o] o] €HHEASAF 1 HE 9l
3 e ASRE YERR
2. 2184 2 eI AS

Al#F A (reliability)2 H|2L 7}s3F SHE
SAYHA oA S SAHs = A
A7} 5 dube AS 9nit 2
Ao A AbgEE AR FEEo] JHA=
W& dads SAs] fste] A+

1 AFE <E 2> A

n de Ven¥} Ferry(1980)

A Folol| &= Cronbach agt
%_

0.9131, -3 e]
A% 09031 183 AN E 0.
2 ol EF2 2FAS usia
2 A AT

B/ (validity) o] & S78 %= 2HAI7F
gatarat sk Jid el £45 4okl
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gt 4= glojof stz B o7, o] FAH) th. KMO$} Bartlett®] 784 AAHS 2
a7t sk NES o9A Aerion o FEEY AR o NEAR Aol
M4 Golg DA x2eqlE=rtel J3F et AEEA KMOGEEA ) gtol 1o
S W Flolth # ATrdlA = o d Al TWESE QQEA ] AR MSER
EdS Ash] fleiA WA T a9l dxlo] Aokl & 4 o™ 0ol Tk
S AABIGITE Rl 8= FAgsitaL & = gl & AFtelA e &
2ye FAREXH(principal component Q1R o] Aul= < 2>3 A} B Aqtol|A]

analysis)S A28 3L Varimax W02 3
Zate] A ERIc) Bk e 8Q1Ee] Y
XS AES] st KMOKaiser-Meyer—
Olkim) 9} Bartlett®] -8/ A& A8k

] KMOZHE 0.891= Yebstar, Bartlett 7
AL F9470] 0.0000.2 §-93HA Ve

omg QRIEAS 93 7| E7bg 2 =T

<E 2> HHE NP
29l
ue |
s | OZ-T740] | TZH-Z|elo| Cronbach's Eigen
wo | Uz A | DM ZME | D2 ME | Apha Value
T aus HE
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 4.047
2-7 716 .290 197 128
2-2 707 216 .266 .205
2-1 .567 -9.773E-02 169 118
1-3 .145 .840 7.980E-02 149
1-4 192 .830 .245 126
1-5 .195 .801 314 5.848E-02 0.9131 4.531
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 3.931
3-1 .338 134 783 123
3-4 371 316 703 185
4-1 .108 161 198 .929
0.9233 1.968
4-2 117 .256 .284 .863




meby mao] shAs PAZE mARED N7 R FHRe] v JFo] wa A7 43
3. R3] AHlw A= Betty, 1999) Z3 oA Ao R ARG
2= AL S x| 2mEO 23
RS 20t e WlE - j f;:;} o Zji} j;f] o ﬂjﬁ}
4909 wA'S TA-mAY WA'E TR o e
. Qb S48 5 dotm skl
5 olZo] MANE} A7), g1 A%
o M= ko] I wEel Hriel 74 4 ATpE e A=
& AFE7) Sjatel, A2 wol o451 9 Cv we
= AMOS 4.0& A3k ZAZEA(path ol Al AT AN IS g e
analysis) S AAEIS T & =M= 291 2Ea - o] IA”, “IA-1 ] AA”,
Aol Aztz v HFEES #5He AR, AET Jga CufSAg =T
(observatory variable) & AFE3F 2 HA] w2 ek 7P S A= gea) 2o B Ut
FE AR, ol ARHAS JHE AS ATE] flste], AMOSE F% A=
HFE Alole] g avel 7HanE vl Y OE el 95%= At ol
& 9 B4o)7] wito|t}, ByEFARS 3 o gt A zHzt ohg3 gk
% (maximum likelihood method)< A} ‘A=A Ao FjEA IEETF =&
e, o SAUSFS] HZ A 5, 1 7190l uigk 19 NS EE w8
BXE w2t 7Rgstl 89le] AP E Aoty g 7 12 AZAS 0.2507 1
AEsHE WHolth 2 AtdflaE ojget o W Pglo] 0.0000.2 AP AT
Al o] A3 A=sly| Yske], A (p<o.o5) ole] 7Md HFE niEoew 1
A el TR (x2)  BAE,  GEI, A} A7k FojiA WEETL 2S5 F
AGFI, 123l RMR¥%} EF48A9¢1 NFI A e) vk Folxltk= S & 4 vk
& oz A3t myge] A3 S ‘A -] oA IR T E
Jr} Axp= <FE 3>9 2k S5, 1719l Uig 2 HEEE =
a2 NFIE= 0.8212 A% 0.9 o4 S Aotk gl 7Hd 2% YAl ARASF
& wEEAE Eaks glow UehdAw,  0.3203 ol wE Pgo] 0.0000.2 e
02 J4gA 7 AdeES 58 T ArHp<0.05). ‘A=A Uzke] foiaA 3
How uyd u 58 7pes frog A Le7F 555, 22 719l tigh aA4e] Al
e FFsita = 4 ok F, 71EAT T S Aoty g M 3 A=A

(Anderson and Narus, 1990; Reynolds and

T 0.0127 19| w& Pglo] 1.0008.= 7|7t

<E 3> 2| MM I}
e © ) GFI AG_FI RMR NI*?I
HHEAS) | @I | ERAFD | EEERAD)
19.108
A4 A4y 0.965 0.840 0.080 0.821
% (p=0.004<0.05)
AgrE N/A 0.9 ol¢ 0.8 ol 0.1 o3t 0.9 ol
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HATHp<0.05). ol4e] 71 A5 e (p<0.05). olde] 7P g vgew w

2 A A7be) ol FAEEE 1 A wEe uae s|e] gig F4we

Ao] Ao MotE JFL NAA Qe 9FL vt AL % 5 ok 1w

the AL o 4 Yok ma wA-wAzte] Al 2l ws) 184, 1 7)]le] o@ 3

FolA RS E25F, 2 el O] Ae) FAEs) £ Aotk e M 8%

@ o) AEEE £ Aotk el 7k oA ARAG 01463 1 ©hE Pgtol

4% 9] Z2AS 0.0035 2o whE Pgro]l  0.0192 A EJKp<0.05). oo 7Hd 7

100022 71AHAH<0.05). oldel 7K F& Aed Azt <& 4>sh 2,

A% wgoz mae] A= 7)Ed

Arebs thEA WY Hne Jge ) V] A=

AR e Ao =) ‘aA-A9lzte] T

Fojel AAES) 2e5E, 1 7190 o)

3t 2 E= 29 Fo|t} g 71 5= A AT 7] AR A AF
A

=274 0.1363 —1of] w& Pgte] 0.035= A4 = AN AR FRAZE A
B %] 91 TH(p<0.05). ©]4ke] 7Ha A=S nle FEol S MRt AFES ME o,

= o =2 ¢}

oz Ay Ak SumA Fuz= Al = #AS deiRkel Fruixte
o] 7|Qe] e =A% Qeke WA A A sto], Frufake} Fruj A} Apo]e]
= AL o 2= 9r). W} ‘w7 7ke) AFrHE M e oA L =7 A
So AUEs) =82 g S]ode] T Aol A 24}l 53 Ao wA=
6% I @A) Aol AATA I FolF

e =
A AZAZ 01757 o] w2 pgro] 0,008 = MIAIE 7HE werskaal agint 2 A
SRops

2 AU ATHP<0.05). ‘T WHEL T} =S oA yehd Aakel AAE Qofste] A
52, 7)) Y@ aae) Aot pe  ElE Bt 2
Aolek e A1 78 AR 01759 1 VA AARS) feled s

| 2
of W= Ppgte] 00000z Mgy ol wek BEA YRkt kool

<E 4> JHd 43<f 23

HE i Qok HEAST | ReAFE(p<0.05)
Hi* A-Ahe] FojFA UL - uA] L 0.250 0.000
Hy* A=A FojA IHUE - uA] L 0.320 0.000
Hs A=Al FojFA UL - uA AF L 0.012 1.000
H, =T FuliA JAUE - 1A AlFgE 0.003 1.000
Hs+ A-AYe] FuliA L - 3 FAHE 0.136 0.035
He aA-TA] FuliA AU - 3 FAHE 0.175 0.008
Hr* A BEE > aM ZAE 0.175 0.000
Hg aAe] AT — e 2T 0.146 0.019
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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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