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Influence A Study on the Effects of Personalized Recommendation
Service of OTT Service on the Relationship Strength and Customer
Loyalty in Accordance with Type of Contents

Minjoo Kim* - Minkyun Kim**

ABSTRACT

The objective of this study is to suggest the measures for providing the personalized recommendation
service, by analyzing the effects of personalized recommendation service of OTT service on the relationship
strength and customer loyalty, and also to verify the differences in meanings of personalized
recommendation service in accordance with the type of contents. In the results of this study, the
personalized recommendation service has significant effects on the customer loyalty with the mediation of
relationship strength, and in accordance with the type of contents mainly used by customers, there are
differences in the effects of personalized recommendation service on the customers. Personalized
recommendation service could be used as a tool for strengthening the relationship by inducing the
commitment, which could improve the customer loyalty. When the contents have more active communications
with customers, personalized recommendation service could largely contribute to the improvement of loyalty.

Keywords: OIT Service, Personalized Recommendation Service, Relationship Strength, —Customer
Loyalty
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