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The Effect of Global Retailer’s Service Marketing Mix
on Local Customers’ Satisfaction and Loyalty

Behaviors

Gil—Sung Kim
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. Abstract

This paper attempts to analyze the influences of Korean global retailer's service
marketing mix on local customers’ satisfaction and their loyalty behaviors, Based on a
literature review, three hypotheses are putting forward. The data from 139 customers
in Weihai, China were used to test these hypotheses. This paper used Structural
Equation Modeling to identify the relationship among the service marketing mix, the
customer satisfaction and the customer loyalty behaviors. According to the empirical
analysis, this study showed satisfactory data-fit of the proposed model and supported
two of the three hypotheses, The empirical results indicated that the service
marketing mix factors except the promotion factor take significant effect on the local
customer satisfaction, and this in turn have influence on the customer loyalty
behaviors. The result shows that Korean global retailers will need to leverage service
marketing mix strategically when entering China. Practical implications of these
findings needs to be considered for the global retailer to establish an effective

marketing strategy.

{Key Words) Global Retailer, China, Service Marketing Mix, Customer Satisfaction, Customer
Loyalty Behaviors
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