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Effects of Relationship Benefits on Customer Satisfaction and
Long-term Relationship Orientation:
Focused on Credit Unions

Kang, Seong-moo*
Kim, Hyung-jun**

Abstract

Credit unions organized and operated by the members of communities, work-places or groups are co-operative entities where customers
act as owners not just transaction partners. The foregoing organizational characteristic of credit unions exerts beneficial effects on their
customer relationship, and underscores the need for diversifying their relationship marketing strategies.

This study sheds light on the structural relationship of credit unions in terms of principal variables of relationship marketing, i.e.
relationship benefits, customer satisfaction and long-term relationship orientation. Specifically, we classify the relationship benefits into
three sub-dimensions, i.e. confidence benefits, social benefits and special treatment benefits, and structuralize a causal model involving the
customer satisfaction and long-term relationship orientation. From December 26, 2017 to January 26, 2018, A total of 360 questionnaires
was collected. Of these, 346 were selected as the final samples, excluding 14, which are difficult to use in statistics. The reliability
analysis, exploratory factor analysis, and regression analysis was performed by using the 'SPSS 24.0°. And confirmatory factor analysis,
structural equation model analysis was performed by using 'AMOS 24.0'. The findings highlight the following.

First, confidence benefits directly impact on the long-term relationship orientation, and indirectly influence the latter by the medium of
customer satisfaction. Second, social benefits directly influence the long-term relationship orientation, without exerting any indirect effects
on the latter via customer satisfaction. Third, special treatment benefits do not directly impact on the long-term relationship orientation
but have indirect effects on the latter by the medium of customer satisfaction. Fourth, customer satisfaction has positive effects on the
long-term relationship orientation.

The findings suggest credit unions should establish a long-term relationship with their customers by providing them with confidence
benefits to earn their trust and confidence, with social benefits to build a relationship of affinity and friendship, and with special

treatment benefits to meet their needs in the long, not short and temporary, term.
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