DAY T2A80| 1 7X|0f 0)X= =1}
W= MH|A AMHS FhloZ

The Influence of Loyalty Program on the Effect of Customer
Retention: Focused on Education Service Industry

A & A (Jeon, Hoseong)™

ol AT Al 7Y ARE 7INIeE AR} ZE o] I §A] (retention) o VA= IS
A ESITE 58] AR} 2290 a3E B} s gRlsl] 98l FARAAAl(quasi-experimental
design) & AHEEFATE I3 1do] HE 7140 A7 2 FolA ARG 22T &Y

ARES ATE v JAehS ARSI o) Fue] g Tl AR} 2T a3 9o}
stk o]yt A AAE IHS ol T4 AEE AMES A AEe] AARY 2T
T AA o]TRE Zty I v7be] A4S oo =29 a3E F45197] "ol zb

7148 2 7 (self-selection bias) ¢] 7Fs/dol SAIak317] wEolth

ol AT IARAG ZETIH] B9 AHES AFE F A vHlus] 8 AEE 548 AA
< 71222 A (censoring) T AERA] (survival analysis) < TS 41 7]Hdll vls)] Bebdeh
A57F EFE T L 4] 0] “fﬂzqoi olatEE o] AFe] FAWHOo R Musiitt, A 2
I AR} Z2IOHG AANE] Aole &RARES] Af7)Zke] Ht 17990190y AAEAY 28
IS =Y o] Tl 2274 =R oF 508 A& 1 sofutth olgfsh Aol BAHCE {9 o
2 Yeht a3 7S ARSI o F4 RE PR S AMSste] yAR} 22T o
HEEe AeAdadrs RIS 243 7345 IR} 2200 TYH F AfaAEd
Hjsl 3|Atete] A 7|7ko] fstAl ke ALE Yo FAARI AulAa(e: 309 oi ¢
3I)E AP IASE AR A7kl fFolsAl SUletE ASE et g B AR A
H 2 (d]: 309 o] ¢3))E APS yAolg} sieEis AR} 22 TS =Y o] Tl 3]AL

go] Ae)71zkel F7kskith

ol Aol vehd ZAsS Aelshd AARY TIPS YA FAA #AE Fse
Ul 71eig ek ople} ojg AWz FEs oM 7199 AAYS Ashe s
ZHA7E AHAL A7 5 3

PN ARG T, AZEY, B2 A NBRY, DASA, Az Y

* S ety 4G H 24 (hosejeon@hallym.ac.kr)

SHIOIAIE MY w133 ®3s 20114 102(25~53) 25



N

. 04”3& 35_5%ﬁ %7}'5}1
(Ferguson and Hlavinka 2007), & 7]
YARN Z2IS Y ek 3l
1ATTHOE QA e AR HA
AEAd T2 F743

Qo

nz 2
lo Lol o m&

o

o
i

> R
o
e
_>|:4
fd
=
o
lo
ol
o
2
[40
e
% o
flr e rlo
=Y
e v X
o o
rir

ro
> o
g ey
T 1o
o2
ol o
oo
; i
2 o
-Y_‘I Ol
4
X uz
2
kot
IS
o M
o,
[kl
Hu
IJ
o

Qlﬁ}(Leenheer et al. 2007: Liu 2007: Mégi
2003: Meyer-Waarden 2007: Sharp and Sharp
1997: Verhoef 2003).

Migi(2003) = FH IR} T2 T o]
A3 ol wt aHAEe] oA /)9
AR} T2 FAl 7HlsAl =L

O

=
B

al
2

3 7190] 7Idsle YRS Z2IH
o] a3tso] AiE kel flvka Fgskqih
ol IAEAF ZETIHo] 7|HelA HERE F
7t 7FsAd el =3l(Leenheer et al. 2007:
Shugan 2005) 227 AL A= 1 Y9

A4 (Dowling 2002)
olm3sla it} WwhA Smith$€} Sparks(2009) 1
212 Taylor} Neslin(2005)2 I AHA 277

Wol TA FHEE AAST Asert 3

26 SHEOHEIME w32 ®3z 20114 10

2
- I8 ANAE 7]%}“
o] 4% AEE 4 %H AFelMeE 22D
Hol =9 270l 3Aket B2 AYE S al
NG IAFe] IARY Z2TIH] mjEge
= E-%?ﬂ AAE 7hs/dol Eoh ol XVW
F(self-selection bias)= ABIAES 2 7
dL E JEetal ol e HliuE §
AR} 22 a3E foste As
e St o A ol e A
EQE A4 @A FH3 A5E
A7) (quasi-experimental design) & &
Ao g IR ZTEIHY F7)A
l B3E Hok Hgs stz shich
whiA] O]L Al A HWH A+ Al (research

:Er%i:‘."éj&ﬁ_&
>
Eim\oé% “
u9L‘

k=)
M

=
- '"‘I
QgEL § 1-3}441 Aot + ﬂbﬂ—g— A
=
=



o] AFF7Heg.: Keh and Lee 2006: Smith
and Sparks 2009: Taylor and Neslin 2003: Yi
and Jeon 2003: <=4, A3 2001) AR
4 2RI 14 FAEY 14 fAlE T
of 7lojstttar F4etal oy AR Z 2
IS T]dg 7I9EY A AsE 24
ATLEL(eg.: Allaway et al. 2004: Kearney
1990: Lal and Bell 2003: Liu 2007) &< 17

wa =290 37 4%y 77

ERES
vAE Qage] AgA ol T4 U] o
Foltk wetd oyl A7E TANY L2y
S =99 7199 4F AR Agetd 49
o e AP F U= HAHERLAT Ag
stol Mg AN ANE FAES Wt o
g3 Gz g 53 oW At F
& WeE 24 fA80 BYS FbE 1
ol AT Thafol Aulz ARl Au]2:

o

o}, 22 #A ] (customer  relationship
management) AZ4IXE AtadS s
o =3ty Bohe 7)1EaA e Held FAs)
= Aol 7199 s Aststed o &80
o Fekal Ak, B3 2005). ©]
IARY ZRIHS ol 1A AA A
=

A4S QWY 5 U 229 Fuo] 2

1A EAL 7Fo® yARA IZTZ ]
25 Tebgt A dFES AvEd 7SR
AEe] 27 AdFe 71EeR IARY ==
a9e 2AE detele A9 Bt dE
E°] Lal¥} Bell(2003) 2213 Liu(2007)& 2L
Ao Bele Aol B 1AM %A &
< XA0R UFy IARY 2] g3}
£ Heteldle W AARAY TR AE
o] B IAEY FAHLE Ustetedl £ &

3l
o} Ryu$t Feick(2007) & H]£=3F A3}
sttt kA de AfollA] AmlA}

A3 AFIACE T}

2 Aoy, A3 AFES AvHH uAHA}
ZZ2IA3 Aqu) 2ol thEk s 2k
zkzke] dEe] A A% PAE JEgS

g5l 9o} (Gustafsson, Johnson and Roos
2005; Magi 2003), AM|AFES] AH]2~ A}

ML 20| 1 [X|of| 0|X= 3 IS Mu|A Mg ZMoz 27



-

ARG 220 ASzE oJHE HEgs
| AAISHA] E5FTE Keh9b Lee(2006)+= 32
AR 2298 F7F B A BAFS

AFE A o5 I TR wEt
LRSS AEshs IAHEA ZE O]
So] Gtk 23S AXSAAT A =

£ 2 AR =22
Hol| thek Mort a4 {FA&4 F7HE °]
A7t "t 225 AABHA ekt =
Bolton, Kannan, 123 Bramlett(2000) 3.7}
B Z29e] 75Tt 713 Anjae
Atolell XA AWE FAAFOEMN AHA

So] BT BAH Mul2t Pl 1

o2
0% d

AL Qe Azdats 4L P
Re] 34 §AE F/E AAHEA ohs)
Ae ARS ANSA Bt oH WSS
Tejsle] oWl ATE Mal ATl Wes
AR AN BF AR TP 3
9] Aulz ol 34 §A% M= g
2 wslaa stk

Webd olwl A7el T oA A7 BAL %
AH) Ze S AR ZRIde) &
do P F & AE Wilie, 14 54
WS ul A8 WSS vARY ZE
J99 AEAE ARE Fss Rolay @
F ool ol Eel TARY Zzage 34
4 ade ASNA 2 & UdE 9% 2959

28 SHEEOFEIME w32 ®3z 20114 10

=
&
fo
ox
15
fru
[
)

o K
)
B
o,
(Kl
il

Sl
3,
=

o ol 8

i

7

=)
IO
=
18
M o
o o
ut
S
x|
> L
ox
>
i

zd
ol
o o
fd
-9

X,

2
2
>
>
o
=
o d
5
Q‘L
rr
[
il
oo

i=)
(ot

b
w o L
fd
)
e
o
I3
il
I
o

4 =
&

¢
©

)
o o
ol
ol
>,

=2

] )
o
=2

RSL
O~
N
n
ro
ke
=
o
ofj
oX,
ki
il
2

o

N
N
T oy
oo i
o
o

o
S
lo [ rr .
i -
X

ofr
-
38
|o

fd
)
o
2

Sl
fd
o

o [ [ S
>
2,
0,

hinss
ol
o

oW X rire
PV
4 o

e

T

i

o

i)

B

N

> o
k)
=

B o2

e od Ry
-
=

o
tlo [o

jinss

1}, Oliver(1999)

Y _1@ HU
oX, oX
ofr
-
s

u
ko

ok
1

ofje
ox
b
aly
e
)

U by
o - N

oX,

A,

s

as

Ky

=

N

o

QL

>

2 o
o2t

i
(Y
rl

>

o

o

off

:Olj

bl

=

.

o

o

o o | T

o

1 1o
kol
A
il
A\
oX,
PL
2
N
=2
Mo
o
N
Fil
EL(K
=

o

A THKeh and Lee 2006: Yi and Jeon
2003). wEkA ©]

= =

2
i

N
Iz
o,
N

to ot T 2

i
Rl g

fd
BNe O
ofj
oX
k1
lo
o
offt

c
4
J
fd

wu o rir
K3
X

pu
[N
i)
o,
K%

|\
o2

ofr
-1

=)

41
-
o
rr
fd
0 &
ofi

ro

i\

%)
BT
(]

e
02
[
fil

NN (g T
o
=2
rJ
0>

ol &

oX,

2

)

)

JZi

ro,

2,

ol

ol
o
rir

i
1o
2

tlo o2 1o ki
o
off Ho

=
~
LU=
i

e

=
2
[o

N
st
(

okl

A
2 4 7] W Zol 7P olE &
HIZFEA Al A AlS= 7FAAIES i s}
THBolton, Kannan and Bramlett 2000).

ol
==

net
A by
s

o



NAY 2uASIA ARARG T EL 714
Ake s AL AT DA AZET
FASEH 209 98 FAHEE AN
Ay ZEIYe) A 5 4P F
ot & 4= SIth(Sirdeshmukh, Singh and Sabol
2002). ol#st AolA OBrian?t Jones(1995) =
;_ﬁmn —Lill"%j,% 5?5]- 7}x] é]o] "/7113}&
Z208 AEe dezdeldty FAsklh
IR} 22 WS IASA F 7EA] WA
o% 7HE AjH & Atk A WAle Pl
of Hlgste] ABAEANA AFEHE EIIEO]
t}, o]d AFoM= AHAENA AFEHE E
JNEZF AHEH7] A= &B|[AA obr-d
THE Al FA4 Zgta FEsA o A
29 AFNAE EE AAZE AH| A A
e TRE Ags Fe AoE Yeit
(Hsee et al. 2003; Van Osselaer et al. 2004).
olgigh Agld 7HA= Aol FrtEE AH|At
So] B8 Bol2Y + YU L olfE
QAEZL ZHAEOA Helel BAT A
AR T8 o) 8] 7B AR EL
7] w o] th(Lemon, White and Winer 2002).
EE ARS8k dAlolth ol
SRR ES EOLE% AHgste] FRE AES

FAT 5 emw AAH wAS 49T 4
%

o e

32

&

st &+ Jde 7@% ZH]| EJE‘r(Sheth and
Parvatiyar 1995). 4

HIZME2 7190l Xi]%ff}% B4

o
79e] Ak 4] BRI AN TPs

22H 7193 AEAHA MAE

Z]E [e )
S =oFA HrH(Bitner 1995). o]&d A%
A s AE S Helgo] AR 2T

of EIHOEH 7P o5 Fal #ukA<
7EXAIREe] A71E Foig & & th
ARG ZR2 o] JYPelA Fe E o
e 243 ZNAE s 75T F s
5 oge Aotk 53] AFE Abeld A
Aol glolx|al HAEE uptes Zlo] oA
B dSelA AR ZRIHPS AHAE
3 A7 BAE ThssHA s Foh 2R
TP NS ATse EJEE
53 7HAE Al Jfﬂ ooy} o]E 53 olg
A S 15T F Q7] "oty ARG =
2O 3] Fufge] vgste] RS 8
FHE ZH] }: e ol9lo] FujgE $3l o
3|Ate] RS s Boe g 3ARe] A
s %%%SHH FhHA Hrt ojd Hoi =
JEZ} ARAER dtodg O 34} AR
THE AHA e ol AHoEA ] JTS
A He Aok i 1R 7 7
< 2HAEY E?M tEo] 179 tigt 7]
el EWHA FED F Utk 7ol YK
A Z2IA8 T9EA HW TARA Zg]
WS fAsk= st vdo] So7b Hrh
53] 1459 ERJIEE AYsta X8t
et AeH|o] Eolzt Wuk oz du
IARA TZIPE EREhH AHAEY] F
o] glo] F3kel THaty] FE7] wiTolt w}
gA AR ZRIHPS G TR
= 28 Q@ A7kl ZAA n]go] WAYSATH
o5 E3| ANA WAE FEHIAA = V)
Aol A5 vepllE 4 Aok Ia ol

FAlOf DjXl= 22 W8 MH|A MHS

Zzaloz 29



A9 A7k 2nAEIA ANE AS FH
A9l A TEo) 714 ThsAel B

lo
fof
")
©
r o
ri
i

A ilﬂu-lo

Do
[\
2 K
2
T
oy
15

kd

™)

5o
5 r2

AT

[

o

1o

tol

K

>
mn o
~
2
1o,

T ore o> ae (B W
g
Ko
ﬁ;ﬁ
ox M
[k o
H“;‘
n@m

0]
M
1%
4o
re
44

Roox oo 2
o

=
et
r o
B>
i
)
3o

23]
3 (reward scheme)?] &= 9o}t A150]
(Dowling and Uncles 1997: O'Brien and
Jones 1995: ©]A4+f, 71734 2005). 53] Dowling
7 Uncles(1997)+= I AR} Z2IHE B
°] EFY(reward type) @ E/FS A1F (reward

timing) 22 ol E48e E2 AAEA
ol A7v IARY T A HEAL
o] JAF}AAE elet=d HS T YL
== 7]@94 /\15 p{S=R= H}H:} %ﬂ HJRH o:‘{q_
o] 3o HFate] A AFEs AV ESIT
HA 7IdEo] AA Ags A5 E SHE st
AR 22O ZHE IS ATFES
o

=3 2tk Migi(2003) & o8 w73 Hlo A

AP AR} z2aHe i3S A AF
&2 T3l Fdsidh o Aol Magi(2003)
T AAEY Z2T30] AASe] HEHlE

30 SHEEOHEIME w32 ®3z 20114 10

ot AL FAY 5 AT Lot olel@ A
e 71?; FEolAE AXHGO Y 2E)

"E ]X]QX] erotth  Sharp3 Sharp
ol Al SRS A FE AR I

&
A

=
©
3]
\\l_,
o2
F_BL

Auy ZEage) A BAsEd o)
AR ZEIYS TASY PRUEE ¥
ol Esh wANOY 1 BEi 47uc

A7) ¢ttt Meyer-Waarden 18] Benavent
(2()()6)E 71GolA BHI AFE BEE B
S AU u AHASE oy AEoldA A
}E IARY ZEIOH] QG 2N g
EolHthE ofe] /¢ 2Eojd FAE

Holy glom AR AnzHEe] Hol

TR S 2B HUE IR =
2O AA7E 2 7hsAlel Eukal FAskslth
dgolA FHe zEE A ARee B
o8 JARTES FASH] X3 Tl A
v IAEY Z2I0] NS FulE ]

= B 2 dde Ae AL

i

O

r1r My =% of ml
1o
l>

T OE ATES IR} T2 719
B IS 2O kY et

Xl % *le} AS vwgo gy TAHA
—‘LEZEU 235 etstnt Verhoef(2003)
< BEIAE dfes 2415 25 o

TAR Z2IPe] A LASE :L%*—Xl
o wASe] el rAsAe] Az)7)7)

o g

a7z
sojdtiy =73kt Bolton, Kannan Z1
2|37 Bramlett(2000) A1-8-7FEARS] YA H A
TRIHE Yo E AFE FYsided 1
AFo] Ay Muls Ygo] ARG 227
Ho] me FFE vzIvke FE GRS
IARA =2 7H9)E I AES IR



o2
(&
u
[
o
K
N
N
hined
QL
R
§2
rlo
fd
=

d
=
=
__tl)Ij

Wl e F auAsel A9H FAAY

Aol solval FAGAQ MuAE AYst HAE FEtL olE T3 FA4E LHAEY
A= W olAo] AAFE FujsFo] WA= T PF lﬁﬁ}a}j_ B gtk Mg A+ES
GFol AA ¥ AR UEhth 1 o] AnEY FHA Ayt siess @14 :rL“H
=9 AFoA AR ZRTOHo] I {A 5o Hel(d: 125 ))& gRlgt ATE
&9 S7IE olojzitte WEet AES gl vl w4 @Oork(Kivetz, Urminsky and Zheng
A ekgkth @A 1ol TAMA Z2IWLS  2006: Lal and Bell 2003) B71He) B
EQieh o] 2o stYst y A I1¥A (d: 1d o) &HA PFo] ®sts F43
ue 1AL FPEL vlws= A3t zhe= ATES HwA E=th Allaway et al.(2004)
A IR Z2TO90 gk &HRREY I Liu(2007) & ZARA Z2d 73k
7R A8 e RE SAAE AT 2HAES B Y] JHo R FEsty AR
= Aotk &, F I Ao|7p ARG = s ZRIYe] A71H ZHE FHsAEE o]
RIS el w2 Ayt opet yARAY 52 IR ZRIge] 37 FA k] wA]
ZE2I] Jhdgh Jeke] A 719 T A4 9T N Foed FdEo] b
Ah= Aolth(Lewis 2004). ©23t ¥ w74 Efdtie AFE A AIESIT,

By =23 AFAS Aol HEeh A7 9 =95 AEletd 7] dF AR

A $YL ol BE + 9 2 Agele] AR = 3
Yol ATAEE YolH AFH NG AW QTS T M oleg AV stk
72 Aansy AN Z2ade ERE I TRA0 A7 Q99 A9 A7Es
sotar) el 2ulA Akel ol FES W] L 7)) 19 VRl A9} ome nAnA
w4 93 FAsks PES AT olgd  Zeagel AYsks RS TP W w4
294 2418 $9Y W) ATAES TARY /149 BPANA 148y Z2IRL EIE o}
Z2Ige) &3 2 T oM A A olke A7 AV} 923 & rks Aot
Halz gtk A WAL TUE ASS 9B BAE LE 2uA50] AR T g
714 el Waksh A%H HAOR o Sl o] WEHE Ho] ohy] W] Fu
& 47149 FuEe WaolthTaylor and A9 A7} sheieke 349 547 vz 4
Nesin 2005). @14 PgFE LeEe] Wt 2 JPUFES WA weiske Aol
TARY EZRag YW ¥ oME RS 2% 5 dtke dold m# 14 mAS Pl
Sab7] Sda) YAHOE PR b7 gel AFEE o] AAC|BE 1A 1ol
L A% gustd ok ZERA /% 34 §A89 AL 982 1ok 33l o
ok Al AE] Tujgo] Zrbehe ;c‘ww A o] fleidE nASe) pejge adHos
S A0 ANT £ Uk Lo IANY X FAT S A= A 223 £ 92 e
2agol $4 FE A TANY 22T mebd oW AFlaE TARY ZEIY

TN Z2020| 1M [X|0f| DIRl= 23 DT MHA Mg ZAe2 3]



E
D)
™
rd
o
-
S
oy
Fd
o,
[

[SAI. =i
I
o
o
&l
il
[N
)
©
oA
=)
>
1o
o
i
9
=)
TR D ot L
L, O

1o
>
)

>.
o
)
o
L
rlo
B
¥
il
©
fd
)
o
o>

Kl
N
.
o,
(&
Hu
2
[ do & o |- & orr L

A Addeila ARG ZrIe] a3
2 wotats ARE 7199 14 §A&S A
gsiey ole 24 fAgo] 1 FAE

R
)
o
ox 9

K
il
I
i)
o
)
-
2
O.
oX,
N,
D)
J
o
ot
4
¥0,
rir

A ekl #Aets 7] wZolth(Gustafsson et
al. 2005: Liu 2007: Van Triest et al. 2008).

2.3 7H el AA

okrd] YARAG 22 OH IR FL2
A A4S Tl 1ol AFse AESE &
Hzsol B 28 ARG frEste A
Ao R ol vk wEka pujEFe] S
5 AnAEe] o e BAS wRE AdAs
© Aol dubAolty, ojgjgt WA Ag 1A
Eo] FulEe B¢ wg FAHd HAAS
g & JeF 95T gk FujEFe] b
glsto] AHRFEO A HAFe] (o EQE)
= AlFe FoEM o]Zlo] iH|AENA v
of BT FFAQ AE 753 AR
3L Q7] wEoltk S Alzke] ¥ AMIAE

32 SHEEOFEIME w32 ®3z 20114 10

o) AAE wAL Wi
4 B ohle @wd g
B ABE F Yk ol =3E 24

= 3
o] oM AARY 2 o) Xﬂ%’&}l:— H
_/":

)
B rg
= b
Xz
% )
fr
5. flo
o ox
X

RO

H
G

2|7l A ZﬂJ—E]‘“ Kol iE]ZP
| A8A0 ¢S = F Utk ol
21gt A S AA 8L AUk
SHAES AEAE A e LAY
290 AFgete BAdo] A ZdstellA
HIZLEO0 Al o] oz AAHE Zo]7] wiEol
(Kivetz 2003), 412 &4 (salience) S =Y
Ak =, AMAREC] IR} ZE I 4
E*J—i A2 =W AH] AFAS T3l
olF NMEE 7HZE Q2T 7540l &t o
o AHRREo] AE Hrkete #FolA old
Aot FAHAR hE2rF B = BAdE
Algat= A 17401 AukAl A Zz7dol

u] 3 o 71

B e

1 ZRoA A

A 7190] AFSHE BRS TA g

e wAte) FHolek AN
RPN T

o
A Fo2A V1G] & ]—3— 2 FAANA
= z

o]

Pl &

Z1o|tH(Bitner 1995).
A WA AFL7HIS o 2o] AEEkA

7M1 3ARA TR =3
ARy ZRIHS EYshy] AR

27 780 § £E Ao,



s &
BAS W A0 weh 99 sqol
=H(Bolton 1998). E3] 71234 A7y

of Bl 71 P AAlS H=ot At
2 7Ide] Algste MR AH| 2] gk &
LE7t 28 Z0= o ;} T Ak ol A7
OJW IAFA R = AL

A= 7121 = #Eske Zlo] 7]

?301 T Al ¥ kol "oy Fis)
I itk olm) yARA TR J|ETAG
FA sy Helshs o
& 4 it Lal¥ Bell(2003) 711 4E o
qo g IARG 22 sieje F aFe]
HstE BEse w719 A el Bkd
SHAERTE A AU AHRES]
g5 WSt o Ay Fgsih olg e 4

e Aol BA FUd VNEXALFE w
T HAE 4] A8 S ST B
=79 37] g7l Ae® Helt

gste] e &
e 71EXAH} AFAACRE FEEIL olF
o] XA} ZEIH 7FYF & Ff PF
| o2 A WHElsl=AE F7t2 Felsnt 7]

A7V $is 3N AR 22T 7k
Sh= 2ol Qursels] et ofu) A3t

A GO R &l AlfaAse] Hs o A
EE B3k wWE BAS Vg F ds
Aotk (Kivetz and Simonson 2003). ©]2g+ 7]
e 7ISALASdNA AARY 209 e )
HrE U 29F0E2M AFAHoE 79 o
;W 717 AstaA ske F71E Fod =
Aolth, olH gt #Ho 7|Zxste] 149 Ao

YF= = A

EEEPELECEDEEY
e ATH8S SRS

7P 2 AR ZRIOHPS EYPT F 7
=

e §Age] AFLAY £

IR TR0 FR3% 9% F e
SRS oy A S At AR o
#Z ATHKim, Shi and Srinivasan 2001). 2274
BAp 2236 719)ek ARAES BAFS
7] 1 7193 AdFe S8l Aol Ed
Zo]7] wjZolt}, o] oA 7ol A
AFd AN MuAE IARY ZRIY
S St ¥4 VA #AE oS Ast
ANAZE AR AHER FAA A3 A
3l A #A FAo 7T ThsAol =
L= U Bd e S L
3l & HAZA 0
At FAggk FAR Qe o]
So1A FAY e tE AAS|ANA wfEH
QA AMHIAE Xﬂ?l'é}ﬂﬂ} b fA vHEA
& 7FsAdo] =thBolton, Kannan and Bramlett
2000). ol= ZAHA TR o] 7ldseE =
o 53 9] sholty dwrEe R HZ”%J
74A< A9l vls Bk Haud %

o, \10
)
rlo

i SXof OXl= 23 I MH|A Mg Z4oz 33



HAYAEE AANA HER 28R g v
Ae o o 2 A2z dEA Jrk(Schul

and Schiff 1993). dl& &9 ARG 227
ol 7hdst A4S 19 #A P4
AAE EOE 3 A o) Au| A
% ZA@strgts ol gk AEEI BE F
A H(Bolton, Kannan and Bramlett 2000),
:LE%JX] %> IS FAAQ Ade Ho
Apzor wolzd ot} wepr 1A
2T A RS TASE 9
AEo] HlF] FAZ MuAS AFs}
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7Hd 30 AAR TR Ids Tt & G
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7HE 40 IARY TR IES Tt & B
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Ago] ZARA Z2IWG Y5}
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a7 fAEHTG o =& o)tk

31 9+ A5
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29 AEE oA
st 255 Atk 671€E oA

2 AEE Adst ol IAEA T2
T o™l o] 3A
o] 671¥ZE e}
o} HAA = HEAAS FHAselE A 5157 o
T,‘Z_o]q_ lfL/H }g% 57_7_1}1&/&

s7] Aol 1d Fet

7 13849 AR} T2 ORS

9 oS¢ WS AE|2e] 7Rde 7 1508
ge 2 stk olm AH7IZ As 1
A g el AEE AE(
Ak & J3|717) 71E2Y AR EE T
HaQt (I8 D& oli A9 AAE
a2tk (I8 oA 1 IARA Z2]
Ao TYAHES onletal Utk

T& E"‘;—’Fi 17-'4 FAEE A7) Wi

=
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X,
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1
r
o
= oX 2 oF -101[
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= el =y AR RS A
F ah=ul (Liu 2007), ©] 3Ake] 735 3L
2298 547 o] A=y A€
AN ez 77t E7ksssizl W
G770 TARA T2 gAe] AFES

1 e I o i g B A o )
Ao A7z AR Aol H = 17—"11-4
F ZEIP adE Wi b FENTE

gol A}

-2 %) 2 tH Bolton, Kannan and Bramlett

2000: Verhoef 2003). #ag ol d4= &
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T S o, § ¥R} tAIZE o] 5o A
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o] gEUEFFHL Ao w, A3
4*(hazard function) A(t) =£(t)/S(t)7} =™,
tA 7R AES T A o] o] AME F
A 2 AES JERdTh ow AEF
3t Atolol = S(t) =expl-A()} 3 7H&
AZE AEated 3714 At) & FAAET
= ongitk(e] g%t 2010).

ol Ay AE7Z Uit et A
g ote] FAAS BA8= Cox(1972) 2 1)
HAAEY S yHs JFFFE Atx) =4
(Hexp(x' BB Attt olm A(t:x)e
AARE 6lA 2 ARRHST x7F FoARE o
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(relative risk) & ¢Jrlaty AEEA e A4
FAY Yol Hok YIRS X

ot W

A@7Hgol FFHA FoH FAA FHo &

A7F A Ak olglst TAE s

Al AlZbe FEHAQ FHFS AMESsAY
o]

ﬂ

et

4 g Lo

=]

Rl
glol £ A4 AZS Agste
S

°
HoATe vEAREY S ARt AEVIT



AZEAS A o T §32 49
S8 (random censoring) ©]™ oWl E
o] TEoZ Aot 173 AL+

e A9 Az YIlAZIE Aok
]

A et e RES SHsdT o ¥
SRR

2 A 1A AEN0 9L o

N
i)
OB
N
@

[o
fd
s
ol
2
o &
=)
of
2
rE
>y
ol

&

5]

A

: o
ie, A% ¥ U377}
4

o}

ol <
2538 Az 98 AT RIS o
o] AE & 9l @71 e 7R
2792 ol xiE wE ol ATelA
2R Zgade] Fde] 9 HIGT

Altin, x1x0,x3 X4 X5)=A(t: 0, - 0)
exp( Bir1+Goxi +BsxotBixs +G:x4+GX5)

n =2ARY ZZTY] HAleH (1=8A]o]H,
0=4Ar]o]%)

x; =XAEZ (1=7]&27, 0=217+27)

X2 =n*x; (n3 x 8 YE5HT)

x3 =ATHIZAE (1=30Y oY, 0=30¥ o]+%
2/3])

=n#xz (03 x39] S EHET)
=44 (1=99%}, 0=4=})
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7HA7E QAR 7Y Zhde e B4 59 o ] e BE el s AR
HeE 4% 7REE-vholof(Kaplan-Meier) SHFE TEoA HEN e AT
Fdg A olE Il AEEY Aol: H Aths Holth (& 1) ol AolA ZHe
W3k Zlolty. olwf F FAe] Aoyt dA s} HEEd oE] e AIEESHTEY] 94
A Ak HolA| v S 5 A H2E 23S Yepia ok o] A =
o8 AME ThAY wAkstd wE AR S W Aol HuA B B el AR
FENNA H3 Aoz dAdsit), giek vlg e HEEE BT FAACE fostr] ot ol
7S FF3A Reod AT A ATl AR AFRELS HHAAEES F
AEAZR] AZ F9olgtdl F33t7] FE50] ZA713L e Ao E Attt
Ay, ey J"s 59 S99 T 2y
AME JHsEAT ZAuERFEAY EZe 42 7ET-ulo|o] HERA
R M ARSSE] oH 2 EAZE ATk mEt
A ol AT AZFESFHEES B3 v HA 7H 1e Assh] 8 FEE-vtolof
HAE7H S ST (Kaplan-Meier) AEEA S B ZAEY =
ol AFolA AZkE&3 M (time dependent 2% W7t 1459 AE77Hie, A7
covariate) = AAEAY ZE2IHI T ARG Zhel wAE gEs APRt (X 2= 7
TSI AZPAFALolo] Ao AEHTE BHE Zto] MBS 7507 J1ET-ulolo] Q=R
o] E&sith 173l o] W] {4 gl A ARE BAFA Stk (F 20 ©WEWA X
< B3l vEdAE S Eelsidth HE e E AR 22 I]S AN Aol AHAES]

Mol SSHEUH ARFSEIHT] APE e 717o] Ht 1790l ey AARAY Z=
(hazard ratio)= 19l 7MHA 3L o] W9 & YL £9lE o]To= 227U = ok 50 HE
AZ eu7t GoAER Frde Az AE O sod AoE Yehth ol#d el T

(B 1) HIE9RVE 24 21

B EFox Wald A ol g& Exp(B)
I B} 0529 0.098 29.404 1 0.000 1.698
IR AT 0.000 0.000 0.059 1 0.808 1.000
INEA -0.045 0.093 0.233 1 0.630 0.956
TN EAx AT 0.000 0.000 0.097 1 0.756 1.000
A 27 -0.320 0.104 9.368 1 0.002 0.726
AE) 27 Hx A 7 0.000 0.001 0.160 1 0.689 1.000
A3 0.051 0.093 0.301 1 0.584 1.052
A ExA| 7 0.000 0.000 1.013 1 0.314 1.000
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Ao oIt (1) =185.7, p<0.01). ©]
2gt A IR} TR £jo] 7
9 fAE ST o S FE AL
2 AT F Qo 7 12 AR ZeE 7
ety (I8 ) IARA TRIHS ¢
sl A =yt F9 iﬂlz}—éﬁ A&
£ HAFI Utk oW o] 53} A7t
JAT AYs T3 FHI ARE EUZ A
#717ke] S7FE s BAY FrF FHole
IR} TR o] wWE HEe AR
H WS o o]ejo] H§S oF 770 =3}

| 3APE AR} T2 IR =Y o]
= shvh 2 &+ Aokl Azaesich

o 3at= A S| MHIA Aoks AAT

olfell WENANE B W& AMHIAE

e AL dFez s Ul T8

Aol WAREE 7ol wel o] o7k

M| AE k> @‘%—\: :/_ng] %}
o mla) 3jAteke] Az)71zke] 28
ek oleld Aske %449
3]

o=
vl A o F7} SjAtete] Awfr|zel A&

Egs}g M o]Ae H]
=771 AL =R

(I 2) 7HEE-0i0l0f MEEA At
A At FAR Log Rank x*
(91 H) w9 y) (29]:4) (p-value)

I HAL I K g A 1,384 162 179 185.7

I KA o] 5 1,508 217 227 (0.000)
INEH 71&37) 1,417 193 207 3.153

A7 1475 186 201 (0.076)
AME A7 0ol Y3 2,128 280 211 39.8

30 o] Y3 764 99 185 (0.000)
24 o 2} 1,356 196 205 0.703

b= 1,536 183 203 (0.402)
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1.0

0.2

reward

— Mo Reward
TTReward
——MNoReward-S= 22 8
— Reward-EEE 28

NEINLTE ARE FEE Aol 113w
(=1/0884) v Ao 81y A & Y43
717¥o] OJHUFE 2HIAEC] AHE
aak 9go] 1.5280(=1/0658) W& Aoz
ERsith & 2 €] Ao 73S djetelg & AL
NEol AHE FTHE gl 1.0281(=1/0981)
S 082 YA o]t Aol FAA
o2 FoskA LUt (E S F2 HHAH
2ol EMAAE HAFI 9tk

B EF2A} Wald A& frolgE Exp(B)
IARA 0.196 0.086 5.198 1 0.023 1.217
IHEA -0.124 0.056 4912 1 0.027 0.884
AE| 27 -0.418 0.064 42.328 1 0.000 0.658
PSR ] -0.019 0.040 0.234 1 0.629 0,981
I BTN EA 0.162 0.080 4,097 1 0.043 1.176
I B AH| 27 S 0.350 0.091 14914 1 0.000 1.419
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AFIAET SAbe} B2 AHFo R Qs A o v o w5 Aolgte A7 28 A
- ¥E S0l E wE EAS 7T 4 A8kl okal ddein ol A= (& 3)
o mEkA ol AFE SRS ol g o] F24 v AR NN IAEY HETE
N7 1ARA 2290 mjHEE o Eo ARG Z23 Hest folg deoz-§as
o 2M Z|EAEANA 719 o L 717k £ HolgHA ERIF & ok 53] de4E
Adstaz e 718 o3 = Aelgy HEe B E yEsid AR 22O
AZsIAT (B ot (O™ 39 234E FL Edsh] delle 14 543 gagle]l 14
st ARG ZEOo] =97 o]ele o] ARE 9T APl =Y Foll Ha =
NEANER A Apelo] 1A {FAEo oAl AR UeHth ol 17 fA&4
2 zo)7F AU (177 vs. 182, Log Rank Z7te) o] TARA ZTE Y WHET) nx =
XA(1)=0287, p>0.05) XAHA Z2I8S & ggko] 17 EA WS Hl] ¢ Attty FE
Yot Felle 24 ALY Aol7b AXE A T A

O 2 VERdTh(234 vs. 221, Log Rank x*(1) = ot Ae] tide] H IA=E A E0] AfH]
5014, p<005). ol AAEY ZZ2IHAS & 2 AS AZAST T 309 oo WERAE

IR Aol IR A0 F
7|EA At 71 KT
A 712 (HE: ) 177 182 234 221
AZ5(1) 673 711 744 764

Hejz|zt 234
o/|=ELnH
\ SAET e
221
182
177
%
InELRY InELERY
o|H ol=

TN Z2020| 14 [X|0f| DIRl= 23 DT MHA Mg ZAez 4]
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=
oe 2

2 o TAL o
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o) o]
A @ TAE Aold] 17 fAgA 2
7F 9192 WH(180 vs. 178, Log Rank X(1)=
0976, p>005) TARA Z2 AL w9et

=
gr FelE 27 §489) Aozt AR Aow U

Heby ol AL o)@ FEL BRI
e Hu|A Ao

dgol XARG 2] a3

ddHo= of feldt gF= = Zlolgkal Hdstalth (&

A ZEIY =Y St (" 4] 2HE Fishd AR =
o] A GAel 2Ol =YH7] ojddls A Aus
A A= A3 (cll: 302 o] 43 & A 1A= 1%

Aol

71938 #AE we FTEE 7HsAel B

AzET e 2l Hquls APE 77 ERATH238 vs. 194, Log Rank x*(1)=43.156,
Ha 2209 B8 A% 7|93 dAE p<001). ol ZARA T THS ©Y3 I
O Askl = 7FsAde] EoBE FAARI SAAQ MuAE AP IAE] FAE]
el wla] yAze] #AA A 71T 7b FAAR MuAE APe IASY] FAER
540l =& Aeo|th o o =2 Zojge A7 38 ARSI

3004 30 o] % 30 o)A 30 o] &
AR 71 7H B D) 180 178 238 194
AZ5 (1) 995 389 1,133 375
(OZ 4y DA Z2TE L MH|A AS(215]7]1ZH0| WE H2i7 |2t
Hell 2|12t 238
®3020|H 3]
3020|223
180
194
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ﬁ
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g 2A50] 7HE FEE Aol ¥ 2 A
22 ueht A4 2O wgrh A7)
A& PAE 9¥el ° 2 5 A= A

L)t o]%oll= B|ARete] A r]zto]l 9
SHAl Z7het Ao 2 YeRSTH178 vs. 194, Log
Rank x*(1)=10.859, p<001). °]& Au]x7}
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G 2RIz tial] BlaA Jfoldt #
A& AASEL AtHLeenheer et al. 2007: Liu
2007: Magi 2003: Meyer-Waarden 2007: Sharp
and Sharp 1997; Verhoef 2003). o] A=
A Ao b AAE F&ste AR

Z2Po] I QHYEQH FA|E=H 7]

= Tr
& F ASAE gl sl S IR
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o= A7IAQ ARAAM 14 Y] Waks & B yARY ZTI9e 33E Huh

FHs] dare Holth 2AE XE &M e e ¢dE '

g0 XAEY Z2ae] el ko] wke Magi(2003)= 2 AR 220

she Aol of7] wiel FwAH Qe sy A3 solddl mel yARG L2080l 74
T g% WMEES WA 2T 2ot ok oAl HIST SR bl w3 34 F

= Aolrk ol @ #Al J4e EHE ofil 4 AR FAdlE I o] AlstA okl 73
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F Aok FE EHE AN A8 204 ALIME TARY Z2a0] /199 S
S 22z Prlge 2] YE AN A A3 slddsl] Nk wge] ¥RoE bl
G AT o8 Fa wARY ZEIY  Soke gl Asth 1 olf: vee] 34
o) 3 fAL VAL GFS wAPEY  Fol BAL LA A4S TANA oo
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d
—
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=
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Y] el ARSL ANSRGL B3 AT o Z712 BAF Fojoleje] wARY T2
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P W AZ AEE ALH ATES 34 AWY oz Z2ag Had mE ARHQ
wg ZEOYe] ESE]l AT ARHlY AP 2 Y JOE B 5 Ik =W
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Y= FAAGUAZ AUz Aol AEFO  Ang Zeagel M 4 Uk E 02 34
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12387332 (customer relationship management) 2=
AlZtol| M IAEY TR0 7|E e g e Aol A FAARD AMH|A FPES By
25 BAE Fo024 o 23 A BAE ¥ Aust JEAHAEES AXNA HEE vz
At ol T3 FAEe AstE ¢ Aoy ol A= g & ACE dHA ok
TSI Ut ol ApolA AR =27 Jeiut ol AFellx] B ZETH) 7}
e oyt yAAA A HAS AT F qgt IAES 719H WA A FAE
A T8 Fe] F F des AL 8 gt FsolnE FAFAQ AMHIAE sttt
of, IR =20 Ejjo] J|EIAES] T oole it ALET =& FoZ YETh
A7+ FosHAl ST ACE U olf st A= VAEAY ZEIHo] AHAE
W) wzolt)y, tivke AR} TS 3 2 st 5 DAY oloE st dAl
e g5 B FIL olE F3 719l Al o] FAAYA HHE AdAEE ANH &R
L= AES o 28 AMEEALE SEstY (calculative commitment) & F%E317] wj#o]
Atk wEka FujEFe] FIFEFE ARRbEC] 2l FES & Utk ol AMAES FAA
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The Influence of Loyalty Program on the Effect of Customer
Retention: Focused on Education Service Industry

Jeon, Hoseong™

Abstract

This study probes the effect of loyalty program on the customer retention based on the real
transaction data(n=2,892) acquired from education service industry. We try to figure out the
outcomes of reward program through more than 1 year-long data gathered and analyzed according
to quasi-experimental design(ie. before and after design). We adopt this kinds of research scheme
in regard that previous studies measured the effect of loyalty program by dividing the customers
into two group(ie., members vs. non-members) after the firms or stores had started the program.
We believe that it might not avoid the self-selection bias.

The research questions of this study could be explained such as: First, most research said that the
loyalty programs could increase the customer loyalty and contribute to the sustainable growth of
company. But there are little confirmation that this promotional tool could be justified in terms of
financial perspective. Thus, we are interested in both the retention rate and financial outcomes caused
by the introduction of loyalty programs. Second, reward programs target mainly current customer.
Especially CRM(customer relationship management) said that it is more profitable for company to
build positive relationship with current customer instead of pursuing new customer. And it claims
that reward program is excellent means to achieve this goal. For this purpose, we check in this study
whether there is a interaction effect between loyalty program and customer type in retaining customer.
Third, it is said that dis-satisfied customers are more likely to leave the company than satisfied customers.
While, Bolton, Kannan and Bramlett(2000) claimed that reward program could contribute to minimize
the effect of negative service by building emotional link with customer, it is not empirically confirmed.
This point of view explained that the loyalty programs might work as exit barrier to current customer.
Thus, this study tries to identify whether there is a interaction effect between loyalty program and
service experience in keeping customer.

To achieve this purpose, this study adopt both Kaplan-Meier survival analysis and Cox proportional

hazard model. The research outcomes show that the average retention period is 179 days before

* Hallym University, Associate Professor
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introducing loyalty program but it is increased to 227 days after reward is given to the customers.
Since this difference is statistically significant, it could be said that HI is supported. In addition, the
contribution margin coming from increased transaction period is bigger than the cost for administering
loyalty programs. To address other research questions, we probe the interaction effect between
loyalty program and other factors(ie., customer type and service experience) affecting it. The analysis
of Cox proportional hazard model said that the current customer is more likely to engage in building
relationship with company compared to new customer. In addition, retention rate of satisfied customer
is significantly increased in relation to dis-satisfied customer. Interestingly, the transaction period of
dis—satisfied customer is notably increased after introducing loyalty programs. Thus, it could be said
that H2, H3, and H4 are also supported. In summary, we found that the loyalty programs have

values as a promotional tool in forming positive relationship with customer and building exit barrier.

Key words: Loyalty program, Survival analysis, Cox proportional hazard model, Customer type,

Service experience
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