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Abstract

The Effect of Expertise and Communication on the Lovemark and Store Loyalty
- Focused on High—Contact Service —

Chun, Myung-Hwan’

This research is based on studies about functional service quality in service marketing field and
tries to expand application of lovemark effect for service employee. To test the effect of service
employee job attributes on lovemark as the antecedents, the analysis was held with customers who
experienced specific service retail store recently.

According to the research result, service employee job attributes factors including expertise and
communication have positive effect on the lovemark. Furthermore, lovemark affected store loyalty
significantly.

The research has several marketing implication on service marketing and lovemark theory. For
service providers, customersperception of service employee’s job attributes can present ‘positive

lovemark effect’ and develop store loyalty in the service marketing perspectives.

Key Words: Expertise, Communication, Lovemark, Store Loyalty
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