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(67%) 2 & o}/ o] Hl-go] F3L o™, o] 7t r|&
o] 1128(37%), 71 257™8(63%) 2. & ol w] g},
A B2 30-394171 939 (30.7%) 22 7H =
UEFE ST, 40-494= 857 (28%), 20-294] 59
(19.4%), 504 ©]AFo] 53%(17.7%), BFA2F o 2 20
A \lRto] 1378 (4.2%) 0= SRIE]qlet. ot of
shAfet 9 tfEA7F AA -SEAF F 19878 (65.4%)

S 2 fifRoller, sEAte] 4 Bt A5 7
% 100-2009F wgto] Al A F 1439
(472%) o2 g AAshe Aoz SRl

™, 3007+ o]AFo] 677(22.1%) 2 2 LERtt).

4. 5782 8H|

=

re

T AP ZA} o) F, ZAA HEE 2
F A= B ARSI ol A%
S /%1

I A1 2] & (composit reliability), B2

°f

rol

=

o
o)

]

H

Me o

AH(average extracted variance)= 2 H 5} Fornell
and Larcker (1981)7} A|AJg ®HH 0 2 3 ZEFdA]
W HEd S HAdstloh 574 A, SAlE]
T 712 0.7 A2lols Ao 2 Yeiyton, 3
B Ait32 4k (average variance extracted, AVE) T
Fornell and Larcker(1981)°] &% o= 7|54]

Soldom SRIE et 12|al 7 Hel
AlG=7t hH-2 0.7 st2]sklnt. o9l
2 & 24 AF 23 WA Y5 E

et Al

(=]

dol e Az gebdr

<E 1> 429 L Efgd 2ot
Harg 2= Alpha SHMRE | HEsEE4
ZAHA 2HY 2,3,4 0.78 0.79 0.56
AFIZ Bol(Z AR %*%24 ;HODI 1,3,4 0.83 0.83 0.62
oA el Not loaded
A A zHQl Not loaded
Are| A 7|12 1,2,3 0.92 0.93 0.81
ot - ) BAES 1,2,3 0.86 0.85 0.66
AEH ABEAR AE 2o &8s 1,2,4,5 0.90 0.90 0.68
AH|IZAHES 1,2,3,4,5 0.86 0.86 0.55
Fa4d 1,2,3 0.81 0.80 0.58
S 1,2,3,4,5 0.85 0.84 0.52
ME|A Z2 ek 1,2,4,5 0.87 0.87 0.63
NS Not loaded
34 3,4,5 0.79 0.78 0.54
el B 1,2,3 0.83 0.82 0.61
4o 3,5 0.77 0.76 0.61
A& B 1,3,5 0.87 0.87 0.70




D M2 W AIE HRSO) ChSE ME|A BRI ALRIE MY ZEo| g | 17
<E 2> 742010 HEAS WY
EC LG ER CR SC EP LC CP SQI SQ2 SQ3 SQ4 SQ5 TR ST MR
EC | 1.00
LG | 042 1.00
ER | 0.16 0.23 1.00
CR | 046 045 0.03 1.00
SC | 002 007 055 -0.21 1.00
EP | 0.01 0.07 048 -0.01 045 1.00
LC | 0.14 0.02 044 01 04 052 1.00
CP |-0.04 017 043 006 021 047 050 1.00
SQI | 0.14 0.23 024 023 036 0.18 027 0.04 1.00
SQ2 | 0.04 0.14 0.16 0.14 023 0.14 0.13 0.09 048 1.00
SQ3 | 0.01 0.01 0.13 0.12 0.12 023 0.16 020 030 048 1.00
SQ4 | 0.11 0.16 0.04 023 -001 0.03 -0.14 -0.02 -0.01 0.06 -0.01 1.00
SQ5 | 0.06 0.20 0.19 0.10 024 0.13 022 0.16 034 042 051 -0.13 1.00
TR | 0.09 0.18 034 0.06 037 025 033 022 048 043 042 -006 050 1.00
ST | 0.12 0.16 0.16 0.09 0.28 0.15 020 0.07 048 0.54 0.54 -0.13 051 0.75 1.00
MR | 0.11 022 029 0.04 032 023 023 0.16 038 051 039 -003 045 066 0.63 1.00
EC: ZA|H Q| LG: HEZ 2 ER: 82| Q| CR: A2 24| SC: AI5|H 7|8, EP: 84 B35,
LC: A|Y 25} &%, CP: AH|A} 25, SQ: AMH|A E2ZI TR: 124 Al2| ST: 124 OFE MR: A|ZHEHS
<E 3> 3te9 SOl 2012M 20
e 2017 A
A2l A 2 (4 201 At HAFH A 22 MHb[A Z2
A2l HA (2 2091) 1.00
Are|H HA (T A 291) 0.39 1.00
MH|A Z2 0.12 0.21 1.00
=2 2010]| Ciet 12F 2212 Aa|X|
EC 0.66
LG 0.89
SC 0.65
EP 0.73
LC 0.74
CP 0.62
SQ1 0.61
SQ2 0.70
SQ3 0.66
SQ5 0.67
EC: ZA| 4 2Q LG: HEX M, SC: At3|d 7|2, EP: & E B35,
LC: 2| 23} &5, CP: 2H|2t 5, SQ: ME|A E2
5. 71d A 2|11 Al HHS A WA R A5 A
Bl EAT wHEo] A, G5 AL AbslH el
711,293, 1R sk 6 A SsiA ¢ A vked, 3AIE 8919 12 AF 2 wA|, 1
ZPAA B RS Auls F, A8 2 02 Sk u A A%, 0 ghs g 12 419
A9le) B AYg QsR st wET AE), 0 S AR W 1 BA 0 BESEAS] ol 28 4



18 | g9 204 23

slob Aoz Uehgth Jene Aua 249 -1 W . 02 9hg 2 o] A ES 45
T B 7E A shaskel b 12 A, olob Ao AbelA Aol - 1 AlF - nA Nk 7h AR S
ool WM 70| BAS B 7 4,56 slstArt. Tefu o] 9 o] A Aelo] A
T e Aoz gt Tt B Aol 7E pHHoz sy 95 2149 BYS
F AT HEAAL] AFSl Aelo] B 7L B, F AFEIONA AEH AHEA olo] 19
A AR AN AR Aol Artg TEHEE, 29 oA Ao 2da Tt s AESILA 61
AFElA A9 A 7hed], 24 2w 1A A ok o]2 9Js) AAIH A, HEA A9, AR,
ZH AR 7MW 2-1-2 ol A o) 2] @A et 717} A H92etedE, AHAES 9 A E T 5 of Al 7Y
E|oict. Tefut olehs gl Absl Aol 7AlE o] AlA Y] shgla’lso] 5 A Het
2917 A A 7 PAS AW D 20 Ay A wEa} 17 A2 7 JFPA A o) 2
HQrhE A B Ao F g Aua £ ans Fule FAEsn
<H 4>7
ME43=2 BE2A t-2X
At A Y (F4) — 0.03 0.46
AFS| 2 2HOl(L | ) — 0.23 3.36
MH|A Z2 0.13 0.77
NOEENCES ) - 0.02 030
AFE| 2 24Q1(FL| ) - -0.07 -0.88
MHE|A Z21 R 0.84 9.33
74 o= - 0.59 3.61
D24 AlE — 0.40 3.60
D74 o= — 0.36 3.48
Chi"=1543.37, p=0.00, df=880, GF1=0.82, CF1=0.91, RMR=0.060, RMSEA=0.046
<H 5> 7}
[N B2 (-2
TEsT 23 1 =h=) 283
NEGES ekl 61(13.31)*%* | 61(13.06)** | .61(13.58)%*
2HHS ZA|A 242 .05(1.18) .06(1.34)
1 Al 2ta 5t 74 ok 21(4.80)**
R 371 374 418
3|
A AR 003 0454
($_13f;4) NEGES ekl 61(13.31)*%* | 61(13.26)%* | .61(13.18)%*
e HEA Y .003(.07) .01(.08)
2 d=2ge el =S -05(.18)
R? 371 371 371
AR? .000 .000
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The Effects of Retailer Social Responsibility
on Customer Trust and Market Response®

Jin Yong, Park™, Dan Bi, Chae™”, Ki Hyun, Park™**

ABSTRACT

As competition increases in the retailing industry, retailers are establishing various strategies and plans to
satisfy the demands of customers. Especially, better location, low price, value merchandise, and service quality
aspects were at the center of strategic concerns in the past. Since it has become difficult to differentiate these
factors recently, marketing strategies of retailers should be redesigned all the way up to responsibility activities.

This study focuses on the social responsibility perceived by customers of retailers. In addition, the study aims to
examine how retailer social responsibility affects the customer relationship quality including trust and market
response of customers. Specifically, retailer social responsibility separated by abstract factors and actual factors
are examined.

In the research model, main hypotheses consisted of three folds: 1) the relationships between retailer social
responsibility and customer trust, 2) the relationships between retailer service quality and customer satisfaction
and 3) the moderating effects of retailer social responsibility on the causal relationships from customer
satisfaction to trust.

Survey method was applied to test the research model. The data were collected from the customers of
department stores and discount stores respectively. They participated to answer the questionnaires by the
mall-intercept survey at three department stores and three discount stores in and around Seoul. After deleting the
questionnaires that had serious missing, 303 responses were used for final analysis.

Above all, structural equation modeling was applied for the first two sets of hypotheses testing. Second, six

times hierarchical regression analyses were applied for moderating effect hypotheses testing.
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<Table. 4> The hypothesis test |

Hypothetical path Coefficient t-value
CSR Abstract — Customer Trust 0.03 0.46
CSR Actual — Customer Trust 0.23 3.36
SERVQUAL — Customer Trust 0.13 0.77
CSR Abstract — Customer Satisfaction 0.02 0.30
CSR Actual — Customer Satisfaction -0.07 -0.88
SERVQUAL — Customer Satisfaction 0.84 9.33
Customer Satisfaction — Customer Trust 0.59 3.61
Customer Trust — Market Response 0.40 3.60
Customer Satisfaction — Market Response 0.36 3.48

Chi*=1543.37, p=0.00, df=880, GFI=0.82, CFI=0.91, RMR=0.060, RMSEA=0.046

All hypothetical path coefficients were significant according to expectation excluding the relationship between
abstract activities of retailer social responsibility and customer trust at structural equation modeling analysis. The
moderating effects of actual activities of retailer social responsibility were more remarkable than the moderating

effects of abstract ones at hierarchical regression analyses.

<Table. 5> The hypothesis test IT

) ) ) Coefficient (t-value)
Type of independent variable Independent variable
Model 1 Model 2 Model 3
Predict variable Customer satisfaction 61(13.31)** | .61(13.06)** | .61(13.58)**
Moderating variable Economic responsibility(ER) .05(1.18) .06(1.34)
1 Interaction term Customer satisfaction x ER 21(.4.80)**
R’ 371 374 418
Abstract AR 003 045%+
factor of - - . .
CSR Predict variable Customer satisfaction O1(13.31)** | .61(13.26)** | .61(13.18)**
Moderating variable Legal responsibility(LG) .003(.07) .01(.08)
2 Interaction term Customer satisfaction x LG .05(.18)
R? 371 371 371
AR? .000 .000

Dependent variable: Customer trust, ¥* p <.01
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<Table. 6> The hypothesis test Il|

Type of independent variable

Independent variable

Coefficient (t-value)

Model 1 Model 2 Model 3
Predict variable Customer satisfaction .61(13.31)** 57(12.35)** 54(11.63)**
Moderating variable Social contribution(SC) .18(3.89)** .16(3.45)**
1 Interaction term Customer satisfaction x SC .14(3.10)**
R’ 371 401 419
AR? .030%* 019%*
Predict variable Customer satisfaction .61(13.31)** .59(12.99)** .58(12.80)**
Moderating variable | Environmental protection(EP) .13(2.89)** .13(2.99)**
2 Interaction term Customer satisfaction x EP .16(3.55)**
Actual RZ2 371 388 412
factor of . . AR _ . 017** 025%*
Predict variable Customer satisfaction .61(13.31)** 58(12.70)** 57(12.66)**
CSR Moderating variable Local culture activities(LC) .18(3.98)** 17(3.72)**
3 Interaction term Customer satisfaction X LC 13(2.81)**
R’ 371 402 418
AR .032%* 015%*
Predict variable Customer satisfaction .61(13.31)** .60(13.33)** .58(12.99)**
Moderating variable Customer protection(CP) 14(3.17)** .13(2.98)**
4 Interaction term Customer satisfaction x CP .16(3.49)**
R’ 371 391 415
AR? .020%* 024%*

Dependent variable: Customer trust, ** p < .01

The results of hypothesis test suggest implications to retailers. First, retailer should consider social
responsibility if they want to differentiate their position in the market. The existing differentiating attributes that
service quality could enhance with the activities of retailer social responsibility. Second, retailer is able to extract
the higher level of customer trust from the activities of retailer social responsibility. By the role of social
responsibility, moreover, retailer could foster the conditions that customer satisfaction affects customer trust.
Finally, retailer should consider focusing on actual activities of social responsibility rather than the abstract ones.

Even though most retailer social responsibility stays on the abstract type of social responsibility so far, retailer

should create different types of social responsibility such as actually working on evaluation of customers.

<Table. 7> The summary of hypothesis test

Hypothesis Path Test
H1: Service quality — Customer satisfaction Accepted
Existing hypothetical H3: Customer satisfaction — Customer trust Accepted
path H5: Customer satisfaction — Market response Accepted
H6: Customer trust — Market response Accepted
Hypothetical H2-1: Corporate social responsibility abstract — Customer trust Not accepted
path of CSR H2-2: Corporate social responsibility_actual — Customer trust Accepted
a. Economic responsibilit . . Accepted
H4-1: Abstract b. Legal responsli)bility Y| Customer satisfaction — Customer trust Not acfepted
factor of CSR c. Ethical responsibility ! Not tested
Moderating d. Charitable responsibility a,b,c,andd Not tested
effect a. Soci:al contribution . Customer satisfaction — Customer trust Accepted
H4-2: Actual b. Environmental protection Accepted
factor of CSR c. Local culture activities ! Accepted
d. Customer protection a,b,c,andd Accepted




When adopting the implications from this research, retailer should be careful applying them. The data, in this
study, were collected just from the consumers who shopped at two types of retailer (department store and discount
store), because they are most popular retailer formats and their sales volume take 70% in high performer retail
market of Korea. Even though it is possible to reflect the ideas of most retail customers, they just answered to
questionnaire considering when they shop or purchase from the offline retailers. So, future studies could
contribute to extend the implications from this study in terms of generalization by applying the research model to

other retail formats such as online retailer.

Keywords : retailer social responsibility, service quality, customer satisfaction, customer trust, market response



