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Abstract

Antecedents to Improve Customer Satisfaction and Loyalty of

Department Store

Kim, Youn-Hwan - Kang, Myong-Ju”

The reason customer satisfaction has been considered importantly in
previous researches is that customer satisfaction can lead repurchase and
loyalty. For a department store which tries to differentiate from other
retailing stores by providing prestige services with customers, customer
satisfaction is an essential element for keeping customer loyalty. Previous
researches had mentioned only marketing mix to explain the customer
satisfaction of department store. However, this paper would like to examine
that differential services of department store can have an effect on the
customer satisfaction, as well as marketing mix.

As results, place(location) variable and promotion variable of four
marketing mix influenced on the customer satisfaction significantly. The rest
of marketing mix, product and price, were not confirmed statistically. Most
of all, as an additional variable, service can have an strong effect on the
customer satisfaction positively. Therefore, department store need to consider
not only marketing mix but also service variable when building marketing

strategies.

Key Words : customer satisfaction, retailing, department store, service
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