Jong-Ho Kim, Hee-Joong Hwang, In-Am Song / Journal of Distribution Science 12-8 (2014) 31-42 31

Print ISSN: 1738-3110 / Online ISSN 2093-7717
doi: 10.13106/jds.2014.vol12.n08.31.

Affecting Customer Loyalty by Improving Corporate Image and

Customer Value through Corporate Social Responsibility Activities™

7|910| AFS|X xHQlstES

D2TER| B0

Jong-Ho Kim(Zl&3)**, Hee-Joong Hwang(Z3|

¢t 71golOjx| &

DHSHEO| 0Kl H

L3S o

25)***, In-Am Song(% QI+

Received: June 07, 2014. Revised: June 25, 2014. Accepted: August 14, 2014.

Abstract

Purpose - Recently, a variety of activities for practicing the
continuing management of domestic and foreign companies have
been conducted and further, corporate social responsibility for
maximizing the value of stakeholders such as customers, coop-
erative companies, and the local community emerges as a key
business strategy. Accordingly, the issue of whether corporate
image and customer value through corporate social responsibility
activities positively affect customer loyalty and customer attitude
is investigated in this study.

Research design, data, and methodology - Corporate social
responsibility activities are classified into legal and moral activities,
environmental protection activities, economic activities, and com-
munity service activities; further, customer values are classified into
emotional value, functional value, and social value, to determine
the parameters. In addition, the strategic approach direction of so-
cial responsibility activities is justified as a strategy for effectively
achieving the expected results that corporations seek by proving
the effect of these parameters on customer loyalty.

Results - The study results can be summarized as follows.
First, legal and moral activities, environmental protection activ-
ities, economic activities, and community service activities are
four types of CSR activities affecting meaningful improvements
in corporate image. Second, legal and moral activities affect fac-
tors that meaningfully improve customer value, including factors
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such as emotional value, functional value, and social value,
while environmental protection activities affect improvements in
the factor of social value only. Third, corporate image affects
meaningful improvements in customer value. Fourth, corporate
image affects improvements in customer loyalty positively. Fifth,
the three factors of customer value, that is, emotional value,
functional value, and social value affect meaningful improve-
ments in customer loyalty. Sixth, customer value acts to partly
mediate the effect of companies’ CSR activities on customer
loyalty. As shown in the study results above, it was verified that
CSR activities affect meaningful improvements in corporate im-
age and customer value and, in turn, corporate image and cus-
tomer value affect meaningful improvements in customer loyalty.
In addition, it was verified that customer value acts to partly
mediate the effects of companies’ CSR activities on customer
value.

Conclusions - Accordingly, the results of this study suggests
as follows. First, it was clearly verified that customers’ recog-
nition of CSR efforts has a positive effect on corporate image,
customer value, and loyalty because CSR activities improve the
relationships between customers and corporations by providing
customers with value. Second, it was suggested that corpo-
rations implement social contribution activities strategically ac-
cording to the theory that the higher the rate of CSR activities,
the better the corporate image and repurchase intention would
be, which is a theory verified through practical analysis.
Corporations should do this by constructing positive relationships
from the value perceived by customers. To summarize the study
results in a brief manner, it is suggested by the results of the
study that a corporation should conduct CSR more actively to
make customers recognize the positive image of their products
and services.
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7|10l cish AH[XFSO| A U= BHF AMOE HA[SHY
o, 7|0l Atsla oetof ofst 4H|RHSO| 2140 J59| Tof
dgste O £2% 7|F0| T/HA DAHZHE0 SEHEQ A
O|FICt St

Bitner(1990)= OAH|E 200 U0 7|YO|O|X|7} &= 2to]| |
25t= AMH|AO| CHSH BIIE U2|=0 0@ =3t Qfloz %t
St FHSIICH, 7|Yo|0|X|7t 1z BrEap D= Lo
S-E0l g2 OX|n g2 Bt AFZ1E HMAISHIILCE

£S5t Jeong(2002)2 nZOME MzH|L, 7|®0|0|X|7t 1Zs
AE0| OjX|l= >0 2ot Ao Z[o|0|X[7t nASHE o
‘dof sdAel dokg 0jX|0 AUSS SHSIACH

Ol 22 MAATE HIEHCE 7|YHO|0|X|7t DMBZHE ke

— - O -
of OXj= S BAE LSEMoH7] ?fsh Ch3at 20| <7t 4>

- OO L

£ 2785t

—_

fjo mjm [0 rjr

H4. 7|9f0|0jX|= 1
o|ct.

ASHE S Mol IS 0 A

3.25. DHIIK|QF nMEME

DZTEX|QL pHst] Moz DNMEME0| J-E 0O/t
s PNL=n} QAEEH(RusbuIt & Farrel, 1983; Taylor & Baker,
1994; Barbin & Darden, 1995), ZZ!0|L} 7[AELCH= DZH7FX| 7}
DHFHE o O/X|= 7t 583 Q2lo= 85K CHChang
& Wildt, 1994).

Kim et al.(2002)2| AHARO|ME 11ZH0| OIX|S |-‘— K & Mg
J<I7—.”E| 801d, 20141t g E=0| relst g OJxIct
ANE HAISIZOH, Park(2010)2 ZAMAstES T2{le o
H‘_*UJ—"'# G20 AZAto] CHot MTHEQ! Ef=0f Sl 12 =
HE7} YT T
olgt 2o MEEITE HiEoz
O X|= °“‘°* HAHE HSEMSY| -‘FI3H CH21t EOI <Itd 5>
HESH LT

=
[

=
[

Hs. MA7pXls DABZHE S0 FH)o FPS 0/ A
o|ct.
H5-1. IZHo| Zt%

Oj& Z{o|ct.

H5-2. m2o] 715 JpAE DABHE S0l FHo TS
0] Zto|ck

H5-3. 20| MBIX JHAS DABME saol FHo TS
o Zolct.

3.2.6. TZ47FX|O| i T}

Martensen & Gronholdt(2003)2| A0|A= ZU7XK|= 240t

=0 SME0| Ho| FSBAEZ MAIBID JYSD, Cronin et
al.(2000)°| AFOME DAMIHK= NASO| HSOI=0f FolsH

oco=2

L3l Marin, Ruiz & Rubio(2009)&= AtZ|HA|d O|2E 7|Hte
2 7|9l AlelH MYSSO| nAS Y0 dgs ottt o
TDES JHEst, 7|Yol AlS|A Aelmt=qf NZHEME ALQ|
of H|XteE 7|l &2 &AL S Oi7iYE S oittn 7Y
ULk

Lee et al.(1999)°| AHTOME DZHI}X|= DZHOLEQ) DH7HE
SohM DS ZFEFetE 0lE T ot AEHHez
o|FQl F(+)el s OjFCh= ATFZME MASIACE

Olol 22 MHAITE HigoR 7|0l ARS|A MAFEo| 1
ASEE g0l OX= S0 AN DHZEKO| D72 HE
A3ot7| fI5t0] <7t 6>= 2FotR 20, 7| Y0|0|X[of CHSt Of
HETte 7|E MY Crrst oz FYE of, 2 o7
OiMe dEEMe AESE 2o LZ7Hx|of Chgt DH7HE¢-'F_+§
MEe 2 HSHAA}; L.

Feks O A2 LtERSCL

f)!

He6. 7|O-Io| A|.§|X—I XHOI§I-EO| 7_|
O DZTHK|= oj7fgerE g Zo|ct.
He-1. 7|¢o| HE/ZHY EE2 IAMZHT0 OX|= I
[=13
=

gE0 ofXl= S A

-

olo] ZEA JHK|= tuHoiBE% Zo|cCt.

H6-2. |O+O| 2+7dz+ 230| NASHEE0f| OjXl= Fgkol| AU
of Z48H 7HXl= opviges & AolCk.

He6-3. 7|O+o| 7dx1|7<4 50| DASMZ0| OjX[&= FEo| AU

o
Z™H JHX|= OjpeEe & A

= g AOo|Ct.
HE-4. 7|%*9| A2lEA 20| DS YR OjX= o] /U
of #8H 7HX|l= Di7fRE & Ao|ct

=

H6-5. 7|%9| HE/ZEN 252 nAZTHE0| 0Kl o
A0 7|5H JHK|= 7S

H6-6. 7|Yo| SARE THEO| L"%’SEOH EIIXIE gakof A
o 7|sd 7HX|= Oj7jege2 & Ao|Ch

H6-7. 7|g¥o| XX Z=z0| 1
7|88 7t oj7ferE g Zo|ct.

H6-8. 7|19 Atz|l@At 2&0| I'J—."%*JEOH OjX|= ggkof U
o 7|sd 7HX= Oj7jgeE & Ao|ch

HE6-9. 7|¢o| HE/=HYN ZE2 IAFHTO OX[= FE
QO ALR|A JHK|E= oj7fEerE & Zo|ct.

H6-10. 7|9 SHHEE =E0| IHBZHEo O|X|= Fekof
A0 AL2|H JHK|= Of7fee 2 & AOo|Ch

He-11. 7|9 ZANA 0| 1HEZH=0f O/Xl= Fo A
o ARl 7K = EIH7H0“'°*% gt Z40|C}.

HE-12. 7|19] Atz|gAl E&0] IHBHTo O/X[s FEHo
A0l AL2[H JHX|= Of7fee 2 & AOo|Ch
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4.1.1. 7|9| At|A Molst=

7|0 At|A A== 0| CHSIO| Petkoski & Twose(2003)=
SN 7E, X GAle] S 2 &l S FIAMA AMYES
HEAZI= SA0 AlREEE 2d5tn 3522 X|&HItst
BHEHO 7[ofsts 7|Y¥el ES0l2t FolotA2n, Maignan &
Ferrell(2004)2 Ats|d o|F2AMO| 7|RQ| Ate|X M@, Ofs{atA
S0l et QlF2AMol 7ol AtelX MY, g2lof 7[Het 7Y
o AtelH MQ, ZIIWYLERMO| 7|e| Al Moz Yol
SFRACE ot @=d LHHOl 7|Yol AfRlH MYEs JHE2 7|
20| Ar|H-2HEN BHAIE 7| YES0 SOt AEHez 7|
2ol OFPAXZN S2HES ot A2 Fold & ULk

et 2 AFoME 7|2l AlRlH MAsESS 7|/0| Atz
Hady HAE 7D AEHe v|gEss S SeRa
7tE, R9A=| St eH wel B SHAIZIE SAIO Al=l2H

=,
= 2gotint dots 7| EF 2= FolStrt

4.1.2. O47ItX|

Zeithmal(1988)2 1 ZH7}X|o| JjEE X|Zt=l HEZ74X| Jfdat
A AHez H, X[ZE ZHXE A E At FOo{E Zof oY
oF X|Ztofl 7|=35t0 MEL|l &80 Cigt nz2io| MutEel "It
2t RUCHKang, 2012).

Sweeney & Soutar(2001)= 1Z47(X|o| J|HE O|sstn =HE
St7| I8l 7t40l st 7|s& 7K, 20| tiet 7|s& 7K, &
BHE 7HK], ARl 7HXE2 AJEEQl 47EK| AHEe| 7 EE N
BISt0, Sheth et al.(1991)2 ARS|E, ™A, 7|53, X|AlA,
2|0 dgE 71X S M eI

o2t 2 gFoAMe DATHKE AH|X7E X255 7|Ye)
M1t MH[A Ho| 244 3 ZEM0| CHst MEHEQl HItE
do|st Lt

OATEX| 0| CHet 29212 Sweeney & Soutar(2001), Sheth et
al.(1991)0| H|Algt O|20| ZA3to] ZEE JtHK|, 7|&& JtA|,
ARl ® 74K & 37X =5 FEII 20, Ct3ut 20| Foldt
ALk

o

4.1.3. 7|40|O]X|

Kotler(1998)= ‘7|0|0|X|2 O H|Z0|L} MHAZ A
7|0l CHsll AH|XISO| €1 Ue SHE HY o= HolsHY
O, 7|22l Atz|&™ dAghof CHeE AH|XHEL| QA0 O529| oY
285k Ol 593t 7|F0| =Lt SQICt

Kim(2009)2| 7tof| ofstH 7|o|0jX|= 7|PHXet FEE|
= JHEe 2 7|gAMM= 7|0l FHHO|D SEHOE BASHY
HES0A ©EsHe 7|l 86ty 7[olojXl= ‘THEO|
71980 HESH ZUENM OS50 HMEE 7ol
O[5t}
mztAM £2 O|0[X|E ZHE 7| o ‘ditEl= XSt AMH[A
=2 7H40t 7K E gdsta, AHIRAEERY AMEE 2 g
M KA ZAS0H OfAIME FHAIA 7|9 Z2Y HEtEHo=
dE SE JHN2L0
2 gF0ME o2t 22 MAULE HIEHCZ 7|Yo|0|X|E

=
Ok

un o rr

OH TR rr

71X =, HEFRL!, At
o

Oliver(1997)= 12 ZH=E 0O|2Ho| UAY MZBH= HZO[Lf
MH|AE THFOISEALE =2 CHA| 08320 &EHe| S)lol2}
0 YL} Hwang(2004)2 H4=0f CHs{ ‘0240 afq Zgat Of2y
Ol CHot Z|CHO| 2|&3t0] SR{Q| MH|A MSAHE CHS0IE CHA|
O|85ta%t St= o|='2 FOo[SHRILCE

EESH Parasuraman & Grewal(2000)2 ZAZHX}S0| 2B Jhs
& 220 714 o|ee| MH|A &4, X[ZE= 7tX| % 1M F
2ot AENoE J|YdnE A7l 2 B0t Ut F
fi=g

olet 2 MYAHTE HIEHOCR 2 AHFOME 1M SHEE
‘£ 71l ME0 Chsto] HtEXo R Foist= de, =oF Ef
£ 9 Fojole, 3N A2 Yookt o= AH[ARe| HWEO|
‘2 ™olstALY.

42, ATHRF U KHRAH

£ 9i70] SN YH| j0l BES IH-SUNAE 5

He=Z 7|l AN MYESO| CHSto R[St QU= 20Cf O]
o 2HAE UYL= d2XAE HABIALL 2EZALE ?I5H
of ofstm ! I7|d 7Y S AY Yot = =9 A
£ 235, YHE et Fl HEZME HABIACH

= ZAOIM AFEE HEX|E ZARFHL QMRS ZEBIRAS

o, #H&Q dELHE2 MHALE HIPHCE FEE oA A3
HeE8 S291QCE £t B 9y 2 Likert 58(Lee et al
2005) ML E AMBSIO SHXIe| Ytz 723, 7Yl AtRlH
Mol 208, NUHK| 122, 7|Yo|O|X| 52T, UHEME 5
23to| £ 497 Reloz MES 1ML

5. AZEN

2 A7E o 430 SETt SEAS QAFSAHEN Ed2
AHEE S 53.8%(404), OlA 46.2%(347H)Z O|MELCH=
o] U2 SEE EQon, HEHE2 20CH 82.8%(622%), 30CH
8.0%(60%), 40CH 6.8%(51%F), 50CH 2.0(15%)%, 60CH O]At
0.4%BH)Z SEXt CHEEZO0| 20CHQl A2 2 LIEFSC

S TG JHAH 22 1002H O|TF 40.6%(3053), 300 ~
4000+ O|TF 15.4%(116%), 200 ~ 3000+ 0|0 13.7%(103&),
5000+ O|AF 11.1%(833), 100 ~ 2002+l O|T+ 9.9%(743), 400
~ 5000t 0|2t 9.3%(70H)Ql 4= ZAtZD}b LIEFGICE Of2{3t
Zut= SERS| CHEZ0| aHdQl o|f MEQ o= mErEIC

StEaF2 44N i THE 74.4%(559%), 49X CHst &Y
13.3%(100%), 2UKX| CHEt XSt 3.6%(27H), IE 3.3%(25%), 2
HA Cist £Y 3.1%(23%), CHSHAO|A 2.0%(15F), nZ=0|¢t
0.3%((2H)Q Z{o2 ZFAFZD} LIEFLICE.

SHEX U2 sy 78.0%(586F), 7|Et 10.3%(77H), MEZ|
5.1%(38%), 3F& 4.3%(32F)2 A= ZALZL LIEFGCE O]
Abo| ZATIZ QOFSIH O} <Table 1>I} ZtLC}.
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<Table 1> Demographic Characteristics

Variables Division freq(t:\gncy Per(zf/?)tage
Man 404 53.8
Sex Woman 347 46.2
Total 751 100
Twenties 622 82.8
Thirties 60 8.0
Forties 51 6.8
Age
Fifty 15 2.0
More than 60 3 0.4
Total 751 100
~ 1 million 305 40.6
1 ~ 2 million 74 9.9
2 ~ 3 million 103 13.7
e’g‘::f:g; 3 ~ 4 million 116 15.4
4 ~ 5 million 70 9.3
5 ~ million 83 11.1
Total 751 100
Primary Education 2 0.3
High School Graduate 25 3.3
Current student of College 27 3.6
Level of graduates of College 23 3.1
Education |  Current student of University 559 744
graduates of University 100 13.3
Ph.D Student 15 2.0
Total 751 100
Student 586 78.0
Public official 32 4.3
Self-employed 8 1.1
Specialized job 38 5.1
Job Soldier 0.0
Housewife 1.2
Teacher 1 0.1
Etc. 77 10.3
Total 100 100
52. Q02N
£ ApojMs SYRS0 7ol Ay MusD s
2074 2, oj7HE=0l DATER|eF BEE 1270 2, 7|Y¥o[0|X
o BAE 57 2 KSR DAYt HHE 5/ =
£ ez QRMs HAISHRIC
521 71919 MBI M| Cifgt RolEA
719ol Atz|H MA=EO| CHeh 2074| HEEE0 Cistol 3
=808 FET 20 SHHEE 2F, A2SA 2E, €E/EHH
23, MY g32 4§ o] FELACE HERE 52 4

e

= 6, 7,8 9102 57 ZHLZ FELUCH, ARISA
2 dEEY 16, 17, 18, 19, 209] 57§ 222 FEL|RCE £
o HE/EEY 252 28 1, 2 3, 4, 59| 57 2¥ez FEL|
ACL ORX|Zez FHHN &2 2 12, 13, 14, 152 474 2
oz FELACL

7|19 Arz|™ Qo) Cfst KMOs= .9360|1, Bartlette| Td
A Zat A™KX|7t 8220.2670|Ct. ESH L9|2HE 0000|122 &
2lEMo| A0l Heloly| MZ0 7|l AtelH Mo tiet 5
S8°010| Exfjeict= 228 UWE + ULk

= 2=

<Table 2> Factor Analysis ; CSR

Division
Division Environment | Community | Legal, | .

Survey number protection service mMral

8 .785 .146 .259 .105

10 .745 .290 .226 110

.738 126 .349 .057

.720 274 .245 .158

.688 319 .188 161

17 .220 .790 .091 221

16 .328 .748 142 137

18 .096 .746 .055 .365

19 277 .690 317 .189

20 .308 .621 375 129

2 167 .072 .744 .238

3 242 193 741 191

1 314 .186 724 .051

4 .204 110 .674 .208

5 405 242 .622 0.85

13 138 151 .053 .839

12 .079 .168 146 .804

14 .060 .235 .075 .786

15 127 .169 313 .630

Eigenvalue 11.588 3.139 2.036 1.492

Cumulative 60.849
Kaiser-Meyer-Olkin Test .936
Bartlett's Chi-square 8220.267

Sphericity Degree of Freedom 190
Test Significance Probability 000

5.2.2. ATLX|0f Tet ROIEA

AATEX|QE BAE 12712 AEES0 5t SSQ0ls F&
oF 2t 28N 7KK, 718X 7HK, M=l 7HK|2l 37 felof F
SEACE HEH 7HKlE dEES 1, 2, 3, 49| 47} B2z =
SEA2H, 7|SH K= dEEY 6,7, 82 3| Y2z FE
E|QUCE ESE AlRH JHKlE AEEY 9, 10, 11, 129 47 2

o2 FEE|UC
DZHTEK|Of CHE KMOL= .8990|11, Bartlette| 7 ZM Zut
K| 7} 4361.2760|Ct. =3 RO|2HE .0000|22 QQIEMO| A
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DATEXOf st S8R0 EXjsttts 2

[

<Table 4> Factor Analysis ; Corporate Image & Customer Loyalty

= W2 = AUACE Bivisten Division
| Loyal
<Table 3> Factor Analysis : Customer Value Survey number Corporate Image | Customer Loyalty
Divisi Image2 .826 321
ivisi ivision
Division _ : : ImageT 780 339
Survey number Emotional | Social | Functional
Image5 .754 .329
2 .816 219 .156
Image3 .729 .351
4 .798 214 222
Image4 .704 327
3 776 210 170
Loyalty2 .291 .798
1 .690 .259 .206
Loyalty5 .316 757
10 212 .851 .169
Loyalty4 .297 .756
9 181 .809 224
Loyalty1 400 722
12 218 a77 .209
Loyalty3 401 .706
11 .336 .728 .201
Eigenvalue 5.952 1.132
6 187 194 .828
Cumulative 70.840
7 .238 .166 .796
Kaiser-Meyer-Olkin Test .934
8 .088 .270 .664
- Chi-square 4528.475
Eigenvalue 5.613 1.312 1.196 Bartlett's
- L Degree of Freedom 45
Cumulative 67.677 Sphericity St
Test ignificance
Kaiser-Meyer-Olkin Test .899 P?obability .000
Chi-square 4361.276
Bart I'etts Degree of Freedom 66 <Table 5> Analysis of the Reliability of Each Factor
Sphericity Test
Significance Probability 000 Division Measurement items C':)]uestlon Conbach's «
umber
5.2.3. 7|¥O|0|X|Q} DZH=MHE0 L3t olEA legal, moral 5 .845
71golojxIot DB HCO| ek 10742] H22of Cheto] 3 csr |-cmirenmen profecton ° e
£R01g =8 At 7|Yo|n|x, AABHEo| 27 Relo| FF econormic 4 808
E[ACE 7|%0|D|X|E Z|¥o|O|X| 1, 2, 3, 4, 52| 57 Ego=z community service 5 875
FELQoH, NAZEEE DUBEE 1, 2, 3, 4, 59| 57 2& Emotional 4 .851
oz XEg|of
S8 FIECL Customer Functional 3 801
7|¢o|o|X|Qt TZHEMzo| CHSH KMO-= .9340|1, Bartletto] Value :
T AN A} AFK|7} 45284750|Ct EBH Qo|gtE .0000|2 Social 4 873
= BE'—E—)S'.QI AFRO| MBtsH7| 20| O|Q =l MB2SH| Corporate Image 5 .887
Y3t 2EQ010| EXfsicH= ZE2S L2 £~ QCh Customer Loyalty 5 .880

53. dzld &4

= ooqoME S JHEdS S| Qe o B2 HEE
A2} o B2 Cronbach's a2 O0|8310] A2 EMg 3}
ALt
QEHIM o 2 AS|OtSto|M= 0.6 o|Mo|D:1 Hm™ AlglAo|
ECID 810 A B2 siiel MER FUNO gMY E
LY.

710l Ateld MAgEa DZILK], 7|40|0|K| W nMEHE
ol ot Azl ﬁﬁ. A1} <Table 5>0f LtEH HIQP 20| 2t @
Q10| CHzt Cronbach's «%t0| 0.80|A 02 Alz|g otst

i T

o
ru
i

S A==
- T

54. 7td AS

<7t 1>, <7td 2>, <7Hd 5>9| ATE SN LHEe|HEA
= MEdten, <7t 3>1F <Utd 4>9| AJS 50| theg
HEMs AHESIACE

<7t 6>0M= AA7IX[2| ofvidets ASSH| <o Baron
& Kenny(1986)7} R|Qrg Of7iH4 ZARUEHOI CHAN CHEs| 7ok
NEME HABIRICE Ol A0 WEM g7t SEHS
AfOIE D{7feiCt=E AS SYS| 3= STAE A 27=
42 dfoF et SERACE

= AToM 2Fs 7HEnt AT ZaE RSt Of2ff <Table
6>1t ZCh.
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<Table 6> Summary of hypothesis testing results

Hypothesis classification Contents Result
1-1 legal, moral — Corporate Image Adopt
gs:? 1-2 environment protection — Corporate Image Adopt
— Corporate Image 1-3 economic — Corporate Image Adopt
1-4 community service — Corporate Image Adopt
2-1 legal, moral — Emotional Adopt

2-2 environment protection — Emotional Dismissed
2-3 economic — Emotional Adopt
2-4 community service — Emotional Adopt
2-5 legal, moral — Functional Adopt

(?Sf? 2-6 environment protection — Functional Dismissed

—> Customer Value 2-7 economic — Functional Dismissed
2-8 community service — Functional Adopt
29 legal, moral — Social Adopt
2-10 environment protection — Social Adopt
2-11 economic — Social Adopt
2-12 community service — Social Adopt
H.3 31 Corporate Image — Emotional Adopt
Corporate Image 3-2 Corporate Image — Functional Adopt
— Customer Value 3-3 Corporate Image — Social Adopt

H.4
Corporate Image Corporate Image — Customer Loyalty Adopt
— Customer Loyalty
H5 5-1 Emotional — Customer Loyalty Adopt
Customer Value 5-2 Functional — Customer Loyalty Adopt
— Customer Loyalty 5-3 Social — Customer Loyalty Adopt
Hypothesis classification Contents Result
6-1 legal, moral — Customer Loyalty(Emotional-parameter) Adopt
6-2 environment protection — Customer Loyalty(Emotional-parameter) Adopt
6-3 economic — Customer Loyalty(Emotional-parameter) Adopt
6-4 community service — Customer Loyalty(Emotional-parameter) Adopt
H.6 6-5 legal, moral — Customer Loyalty(Functional-parameter) Adopt
CSR 6-6 environment protection — Customer Loyalty(Functional-parameter) Adopt
— Customer Loyalty - -
Customer Value 6-7 economic — Customer Loyalty(Functional-parameter) Adopt
(parameter) 6-8 community service — Customer Loyalty(Functional-parameter) Adopt
6-9 legal, moral — Customer Loyalty(Social-parameter) Adopt
6-10 environment protection — Customer Loyalty(Social-parameter) Adopt
6-11 economic — Customer Loyalty(Social-parameter) Adopt
6-12 community service — Customer Loyalty(Social-parameter) Adopt
6. 2= ZotRACt ol #ME=TE Sof 7[¥el ARlH MYaso| 7|
O[0|X|et ATZEX|0f oftfet FetE O[X|H, 7|olo|X|et 1
6.1. oimlo| Qof ;—h‘};ﬁilﬁf IHSHEE SEHL &S DX=X[0f oSt HS

e

oh 719l A=Y HMeekso| nAS YR 0%l
L0f DATHX| Q| UWHRJ-#% ASots H 2 A7e x=H/S
Ch 1Z40| A}S|A molzt=o| =@M ol

— = O —lI

fujo
o
Rl
ot
|
s
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thefez ool thE-SEHAIGO| st 8 gitels ez 4F
ZME AL, B224S Sot0 234 24ez 2 ¢

TRyl 7tdE AU

AT ZNE QOfSHH CHEah 2L

Hm, 719el AtelH MYEFol 47HK] Ry 29 T HE/EY
o 25 SEEE 25 ZHY g5 AMRlsA g52 7|goln|
A oo wofet ks 0K Utts AFZD7E LHERLLCH
=M, 7ol AlelH MAESo| 47H| 7 20 & HE/EYH
o 252 DAV 2021 #8Y MK, 7ISH JHK, AlElH 7t
K| o Relst deks 0K o, BEEE 2352 ARH
M| eeo2t SekE DfRCHE Zap7t LIERRCE =5t FMY 2
S2 48 7Het AlRH JHK0f Fets DXL, Al=lSAMES
W8Y THK, 7|SH ZHK|, AlRIH ZHK| 2yo| SeE DJEC
Zap7t LHERRLCY.

AR, 7| Ho|0Kl= DT S0 Relst I oD /U
Ch= A0t} LIEPRCE

SR, 7|00 1ASEE oo XY S nX2
UCHE AFZDE7} LIEFGCY.

CHAR, D247kX|9 374X 20I91 ™Y 7KK, 718X 7HA,
AtRlH ZHX7F DASEE g0l oiXls g AoME 2F
woleh k= OX|1 Utt= AFZADTE LIt

O, 7|&e| AtelH MA=FO0| DAFJY=0)| 0K Sof
UM DATEX|7F HE2O7] S ot AZS & + UUCL

o] A7 AT ZOM 2= Hiet ZO0[ 7[9] Ale[H MY
232 7IY0I0[X|t DATHK] eHo| F(+)2| = DK U
oo, 0[2{gt 7|YO|0|X|2t DAHIIK|= DASYE 0| F(+)2
ks O Atks AS SOISHRICt. Lot 7(Yo] Aty HY
O] DZAFY=O OjXl= Stof A0l DAIIX|= 22 7SS
St Uths Aol AR FEHC

rir rlo

6.2. Ao AJALH

7|el AtelH MletE2 HEo| ZX7F otH2t X|&HItsE S
* b EIACE O[MlE 7|”el AlelX MY &
3H FHS golM 7|t Algl2l o|ejE Ao F
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