EEHE
B18% 20
20014 118 1

FRuAIE o] Au| A0 REER] A3 A
SAHA el @8e FAe

A Study of the Service Quality Determinants
in Relationship Marketing : Based on Marketer's Role
in Telecommunication Services

Eunhee Choi* - Kyu-Seung Whang**

1 Abstract m—

To cope with the rapid emergence of competition, communication service providers are assigning marketers for
the purpose of relationship marketing. However, the efficiency of relationship marketing has yet to be examined.
This paper investigates the service quality determinants in relationship marketing through the telecommunication
service marketers. By considering the specificity of the marketer’s role, the quality dimensions in SERVQUAL research
have been modified. A survey has been conducted for the hypothesized seven quality dimensions.

The results of the factor analysis show that the service quality determinants of relationship marketing are in
fact four dimensions : empathy, reliability, image and tangibles. Here, the empathy dimension entails cost factor,
and the reliability dimension includes responsiveness and assurance. The results also support the proposition, reported
in SERVPERF research, that the quality of service should be measured only by the perceived achievement of the
customer. This study provides useful insights into developing the strategy for effective refationship marketing.
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A

P19 | .739%
P20} 8271
P21 | 8329
P22 | 6775
P23 | 8171

P24 | 7427 | P27
P25 | .7416 | P28
P26 | .6588 | P30

8804
8773
9006

Alpha = 83459

Alpha = .94%6

Alpha = 9099
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T4 | AHA | olvlA] | 84| Cronbach’s a

2 3
P16 | 600 Alpha = 9436
P17 | 458 | 531
P18 | 587 | 53
P19 | 798
P20 | 787
P21 | 671 | 572
P22 | 612
P23 | 786
P24 | 780
P25 | 713
P26 | 748
P5 845 Alpha = .9550
P6 85
pP7 881
P10 731
P11 | 597 | 637
P12 | 54 | 563
P13 682
P14 | 572 | 629
P15 | 529 | 683
P27 926 Alpha = 9456
P28 910
P30 933
Pl 428 | 497 | Alpha =.8043
P2 776
P3 79
P4 77
Extraction Method : Principal Component Analysis.
Rotation Method : Varimax with Kaiser Normalization.
A Rotation converged in 7 iterations.
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