58/2 T4l - Ol &t R2BHE3 DAIT0| NPS(EZH DRI FHOF| 0| Fgol B AF #F

Empirical study on Customer Satisfaction and others Factor
influencing “would recommend” in NPS(Net Promoter Score)
- Focus on Kitchen furniture -
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HANSSEM Co. CS Center, Dept. of IE., Seokyeong University
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Abstract

Customer Satisfaction Management(CSM) is becoming more common and the importance of measuring the
CS Index(CSD) is getting higher and higher. Furthermore, the existing CSI have many problems in view of the
link between enterprise result and those indecision, which could not explain the links clearly. Therefore, NPS(Net
Promoter Score) index have been developed by Fred Reichheld and the NPS shows up rapidly and attract
attention. In this paper, we provide conceptual frameworks on the links among the latent variables(total CSI,
elementary CS and the referral) and propose more effective and practical index between CSI and the "would
recommend” index through testing the Structural Equation Model(SEM) on "CSI < would recommend < referral".
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