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An Influence of the Satisfaction on Factors related to Educational Services sales of
Re-registration and the Word of Mouth
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This study examined the effects educational service elements have
on the satisfaction of educational service; it also analyzed how such
satisfaction influenced educational institutions’ registration renewal and
word-of-mouth communications about the schools. The key factors of
educational services included the following four components: physical
environment, education programs, instructors, and tuition fee. An in-
vestigation into how the factors of educational services in private ed-
ucational institutions may affect consumer satisfaction was an addi-
tional goal of this study.

Based on the cause-and-effect analysis of the above constructs, the
degree of influence that each of the attributes and the component fac-
tors have on consumers’ educational service selection, as well as the
consumers’ satisfaction, were explored.

An empirical analysis was conducted on students who were taking
classes in cram schools; the analysis was also conducted on the stu-
dents’ parents. The results indicated that the hypotheses regarding the
elements of educational service, educational program, and the in-
structor factor were supported. Furthermore, a hypothesis concerning
the effects educational service satisfaction has on re-registration and
word of mouth was supported, as well.

Upon aggregating the above study results, it was concluded that
when determining the effects of satisfaction on educational service,
the educational program, and the instructor factor played a crucial
role, while physical surroundings and tuition did not.

When addressing the influence of the educational services factors
on educational services satisfaction, education programs and instructors
had a positive effect, whereas physical environment and tuition fee
had no statistically significant impact. According to the influence of
educational ~ services satisfaction on registration renewal and
word-of-mouth effects, educational services satisfaction was found to
be a positive influential factor for both.

In addition, it was found that satisfaction of educational service
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had a enrollment

word-of-mouth recommendations.

positive effect on renewing and forming

Although the research seems simple, some theoretical implications
can be drawn, as follows:

First, one interpretation of the findings that the programs’ and in-
structors’ factors had a positive effect on educational services sat-
isfaction but the physical environment and tuition fee factors did not
have a significant effect suggests that the greatest influence factors in
educational services are educational programs and instructors.

Second, increased educational services satisfaction may result in
consumer behavior changing, resulting in more registration renewals
and more favorable word-of-mouth comments.

Third, increased educational services satisfaction may result in en-
hancing consumer responses, resulting in more registration renewals
and more favorable word-of-mouth opinions.

Further research directions should include developing an integrated
model that will allow for variation over time, before and after pur-

chases, in relation to consumers’ choices of educational services.

Keywords: Factors related to educational services sales, Satisfaction
of the educational service, Re-registration, Word of
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Lessons from Haitai Distribution Inc’s experience in Korea

Cho, Young-Sang*

Abstract

Owing to the rapid growth of hypermarket/discount store formats
since 1996, Korean retailing has suddenly attracted the significant at-
tention from researchers. Before the emergence of large scale retailers
such as E-Mart, Lotte Mart and Tesco Korea, there were the two re-
tail formats who led the Korean retailing in the modern retailing his-
tory: department store and supermarket formats. Nevertheless, there
has been little literature concerned about the two retail formats as a
case study, while some authors have paid their attention to hyper-
market/discount store formats. In addition, when mentioning the devel-
opment process of retailing history, it is less likely that authors have
made an effort to illustrate supermarket retailing history.

In order to regard supermarket retailing as part of the Korean re-
tailing, it is interesting to look at a representative supermarket retailer,
Haitai, who was one of the subsidiaries of Haitai chaebol. Based on
supermarket retailing, the company which was established as a joint
venture in 1974 led a supermarket retailing in the Korean modernised
retailing history. Before analysing whether Haitai failed or not, the
definition of failure should be illustrated. With regard to the term,
failure, in the academic world, authors have interchangeably used the
following terms: failure, divestment, closure, organisational restructur-
ing, and exit.

To collect research data as a case study, the author adopted an
in-depth interview method. The research is based on research inter-
views with 13 ex-staff who left after Haitai went bankruptcy, from
store management department to merchandise department. By inves-
tigating Haitai’s experiences through field interviews, the research
found that Haitai restructured organisational decision-making process
at the early stage when companies started to modernise organisational
charts, benchmarking sophisticated retailing knowledge through the
strategic alliance with a Japanese retailer. In respect of buying sys-
tem, the company established firmly buying functions by adopting
central buying system, and further, outstandingly allocated consid-
erable marketing resources to the development of retailer brands with
the dedicated team of retailer brand development. In the grocery re-
tailing, abandoning a ‘no-frill’ packaging concept, the introduction of
retailer brand packaging equal to, or better than national brand pack-

* Lecturerof Industrial Economics, Chung-Ang University, 72-1 Nae-Ri,
Daeduk-Myon, Ansung-Si, Kyounggi-Do, Korea.
Tel: (82) 010 - 4182 - 4664
E-mail: choyskr@yahoo.co.kr

aging design, encouraged other retailers to change their retailer brand
development strategies. In product sourcing ways, Haitai organised for
the first time the overseas sourcing team with the aim of improving
the profit margins of foreign products and providing exotic products
for customers, followed by other retailers. Regarding distribution sys-
tem, the company introduced the innovative idea which delivered
products ordered by stores directly to each store withboth its own ve-
hicles and its own warehouse in which could deal with dry foods,
chilly foods, frozen food, and non-foods, and even, process produce.

In addition, Haitai developed many promotional methods to attract
more customers like ‘the guarantee of the lowest price’, and ex-
panded its own business to US in 1996, although withdrew, because
of bankruptcy in 1997. Together with POS introduction in 1994,
Haitai made a significant contribution to the development of the
Korean retailing, influencing other retailers in many aspects.

As a case study, the study has provided a number of lessons from
Haitai’s experiences for academicians and practitioners, suggesting that
its history should be involved in the Korean modernised retailing.

Keywords: Haitai, supermarket retailer, failure, retailing sector.

1. Introduction

Except for a department retailing sector until 1997 when Korea ex-
perienced a serious financial crisis, it would be difficult to say that
hypermarket/discount stores led Korean retailing market. There were
three giant supermarket retailers such as Haitai, LG, and Hanwha.
The two former retailers were based on supermarket retailing, together
with department stores. In those days, they were a representative
modernised retailer in Korea. In particular, in terms of chain store
management, the retailers operating a supermarket format have estab-
lished the headquarters in Seoul. The operation of the headquarters
was an innovative idea, and then local Korean supermarket retailers
followed its system. Before market liberalization in 1996, many large
companies, so-called chaebol groups, were less interested in a retail-
ing industry. Although some chaebols partially got involved in a re-
tailing sector, they would invest in building department stores. As
one of thereasons why they did not pay such attention to other retail
formats, it would be expected that Korean tended to ignore merchants
because of historical background.

In addition, the academic world has not been interested in identify-
ing Korean retailing history. Since an innovative retailing format, hy-



