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Abstract Automotive parts distribution industry focused on increasing sales by product quality until early 2010, but
as competition has recently intensified, each company has become interested in core values such as customer
satisfaction, trust and loyalty. Therefore, effect of customer-oriented service mindset should be analyzed for the
relationship between service quality and customer satisfaction, trust, and loyalty in this industry. For this, a
questionnaire survey was conducted for 342 distributors. Structural equation models were analyzed using AMOS
23.0. Empirical results show service quality has positive effects on customer loyalty, and customer satisfaction and
trust mediate between service quality and customer loyalty. The service quality became a key factor to elicit
customer satisfaction, trust and loyalty. Following studies, it is expected to enhance service quality focusing on
extending region coverages.
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Table 1. Analysis of Individual Complete Car Features
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Total
Complete Alfter Market Registered No. of NO'.Of Features of Distribution Structure
Car Company ; Wholesalers Retailers
Vehicles
Hyundai >Wholesalers supply-responsibility with real time
HKMC Mobis 15,821,533 130 1,100 delivery to retailers(HKMC part only)
GM GM 1,666,169 - 253 > Complete car company controls retailers
Ssangyong Ssangyong 1,164,771 - 218 > Complete car company controls retailers
Renault Renault 1,503,853 - 185 [> Complete car company controls retailers

Note : Data from Korea Automobile Manufacturers Association[1]
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Table 2. Measurement model fit indices for reliability and convergent validity

Construct ltems Cronbach’s a Composite reliability Average variance extracted
Service Quality 4 — 4 0.934 0.961 0.861
Customer Satisfaction 5—>4 0.891 0.913 0.778
Customer Trust 5—>4 0.894 0.906 0.708
Customer Loyalty 5—>4 0.920 0.939 0.793

Notes 1: Criteria: Cronbach’s a > 0.70, composite reliability (p) > 0.70, average variance extracted (AVE) > 0.50 [21].
Notes 2 Model fit: \*=260.557(af=214, p=0.016, x%af=1.218), GFI=0.898, AGFI=0.869, NFI=0.855, CFI=0.970, RMSEA=0.033.

Table 3. Measurement model fit indices for correlation and discriminal validity

Correlation of  Construct
Construct AVE 1. Service 2. Customer 3. Customer 4. Customer
Quality Satisfaction Trust Loyalty
1. Service Quality 0.861 1
2. Customer Satisfaction 0.778 0.870 1
3. Customer Trust 0.780 0.897 0.780 1
4. Customer Loyalty 0.793 0.829 0.874 0.887 1
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