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A Study on the Structural Relationship between
Employee Services and Store Loyalty

Sung-Wook Yoon*
Geun—Ha Suh*x*

Abstract

Store loyalty is increasingly being recognized as a path to long-term business profitability.
Customer contact employees deliver a service firm’s promises and create an important image for
the firm. A major purpose of this study is to investigate the effects of customer service and
product value on store loyalty. In order to test research hypotheses, data were collected through
surveys administered to 300 apparel store customers. Two hundred thirty nine usable data were
used for the analysis. The findings of this research are as follows: First, a employee’s voluntary
service(EVS) has a positive impact on interpersonal r elationship, which then affects switching
barrier and store loyalty. Second, a employee’s regular service(ERS) has an influence on store
satisfaction, which in turn affect store loyalty. Third, product value is shown to be a significant
antecedent to store satisfaction, which have a direct effect on store loyalty. The study concludes
with implications, contributions, and limitations of the research and the empirical findings of this
research should be beneficial to marketing practitioners and retailing businessmen in developing

effective marketing strategies.

Key words: employee services, product value, interpersonal relationship, store satisfaction, switching
barrier, store loyalty.
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