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Abstract

Purpose - The objective of this paper is to suggest that a compa-
ny's CRM activities have an effect on customer loyalty in the Korean
retail industry. Typically, Korean customers use large local marts with
convenience in the absence of any other choice. Therefore, this study
aims to shed light on the fact that customers do not break away
from their preferred retail stores, either owing to their stringent loy-
alty (the lie loyalty) or difficulty in turning to alternative choices.

Research design, data, methodology - By surveying a sample of
200 hyper-markets through a questionnaire, and excluding dubious and
missing responses, 1 obtained 181 samples to be included in the em-
pirical analysis. The survey was conducted for two weeks during
October 2011. AMOS and SPSS18 statistical packages were used for
conducting statistical analysis for this study.

This paper was developed using the concept of customer equity on
CRM, which is known to have a positive impact on customer loyalty
through the satisfaction and switching-barrier parameters.

The hypothesis of this paper is that customer equity is composed
of relationship equity, value equity and brand equity, and that the re-
lationship equity variable has positive effects on the value equity and
brand equity amongst other types of customer equity. Moreover, cus-
tomer equity influences customer loyalty through parameters including
customer satisfaction and switching costs in the Korean retail industry.

Results - According to the results of the analysis, it was confirmed
that relationship value had a positive effect (+) on all variables, in-
cluding the perceived QoS (Quality of Service), store brand images,
economic value, and store convenience.

It was also confirmed that the assumption that the perceived QoS
(Quality of Service), economic value,and store convenience had a pos-
itive effect on customer satisfaction was shown to be statistically sig-
nificant, with a p-value below 0.05.

Only the store brand value variable had an effect on the switch-
ing-cost variable with respect to the causal sequence of the varia-
bles,including the perceived QoS, store brand value, economic value,
and store convenience. The remaining variables did not seem to influ-
ence the switching-cost variable.

On the other hand, another effect showed that customer satisfaction
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had a statistically significant influence on the switching-costs variable.
Moreover, the customer satisfaction and switching-cost variables also
had a statistical influence on customer loyalty.

Conclusions - The CRM activities had an influence on various var-
iables (including perceived QoS, perceived economic value, store
brand value, and store convenience) pertaining to customer values.
Customer satisfaction and switching-cost had some effects on custom-
er loyalty as a parameter. This confirms that stringent loyalty exists
with respect to customer loyalty in the retail industry.

The fact that the variable had such a statistically significant influ-
ence on the switching-cost and store brand equity variables means
that consumers react to the reputation of a brand, confidence about
the store, and quality confidence. The implications of this study in
the retail industry should be further extended to devise strategies for
customer retention.

Keywords CRM, Customer Equity, Customer Satisfaction,
Switching Costs, Customer Loyalty.
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