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A Study on the Relationship among Expenditure for
Customer Satisfaction, Level of Customer Satisfaction,

and Financial Performance

Lim, Shin Sook™ - Lee, Ho Gap™

Abstract

The purpose of this study is to investigate whether customer satisfaction is
affected by the expenditure for the customer satisfaction such as advertising,
promotion, and training. This study also investigate whether the financial
performance of the firm is affected by the customer satisfaction.

The major findings are summarized as following. First, the customer
satisfaction is affected by the expenditure for the customer satisfaction such
as promotion, training. But customer satisfaction is not affected by
advertising cost. Second, considering the time—lag and incremental valiables,
the relationship between customer satisfaction and expenditure for the
customer satisfaction is not founded. Third, the customer satisfaction affects
positively on the corporate financial performance, such as ratio of operating
income to sales, ratio of net income to sales, return on total assets, and
return on equity. Finally, considering the time—lag the relationship between
customer satisfaction and financial performance is not founded. Considering
the incremental valiables, the relationship between customer satisfaction and
financial performance is founded when ratio of operating income to sales and
return on total assets are used financial performance. These findings imply
that the expenditure for promotiom and training is needed to increase the
customer satisfaction. Also improvement customer satisfaction is needed to
increase the financial performance.

The limitations of this study are as following. First, this study could not

* Manager of Management analysis Team in Uri Fine Plating Co., Ltd.
** Professor, Department of Accounting in Hanbat National University
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consider the other variables that would affect on the relationship among

expenditure for customer satisfaction, level of customer satisfaction, and

financial performance. Second, the results of this study are difficult to

generalize because this study is focused on the service industry.

Keywords: customer satistaction, advertising, promotion, training,
performance.

financial
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