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X, HHA ARy oA 7 15 10
AZE F2@Q)
X, ABl 2 567 1288
X, A9HA 4 56™ 10.51
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The Effects of Customer Satisfaction and Relationship
Marketing on Behavioral Intention

Byunghwa Yang*

Abstract

By shifting the marketing paradigm from transactions to customers, it has been recognized
that models for customer satisfaction have to include marketing relational components as a
human factor. The studies of customer satisfaction have focused on transactional components
such as the perceived quality and the perceived value of products/services. This has
limitations as an explanation for dynamic marketing flow which reflects the complicated
interaction in the customer-firm dyad. That is why the customer relationship, as a human
and relational factor. can play a crucial role in improving the customer retention and
loyalty. Thus, this study aims to examine the effects of customer satisfaction and
relationship marketing on behavior intention. Specifically., we proposed an extended model
for predicting customer satisfaction through the connection of the perceived quality
(transactional factor) and the relationship quality(relational factor).

For this study, a survey was conducted with 95 male and 275 female customers visiting
large discount stores. The hypothesized model was tested by using structural equation
modeling with the Maximum Likelihood Method. We first tested the measurement model to
identify the constructs of research variables and then analyzed the structural relationships
of the constructs. We also examined the effect of common method variance(CMV) in order to
control the response bias since the measurement of predictors and criteria variables was
obtained from the same source.

Results reveal that the measurement model is a reasonable fit to the data with GFI=.93.
RMR=.021. RMSEA= 048, IFI=.95, and CFi=.95. The structural model also fits to the

* Assistant Professor of Communication School. Gyeongju University
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