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A2 Q1 5= (monetary benefits) & A|7HEF 59 AHgo] Z-2 oAt ARl 7id o]t} Crosby, Evans
H|Z 422l &=l (nonmonetary benefits) .2 4 and Cowles(1990)°1| 2|5, TAFA-2 11740] A
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T}, Crosby, Evans and Cowles(1990)2} Gwinner, Hennig-Thurau(2000)+= d%H& o2 11703} 7]
Gremler and Bitner(1998)°] 2]5}H 117§o] AJH|A Tt A== BA Q] Ao 7|8 Fof, E 714
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< S 2ASAA AFE & 71 HEBerry FAAR o7 AXSHH ) B ZA|5] Am EH, A
2002)0.2 & & v} 12 EE S} sg 2 Al H| 2 aA" 2ol A AL} A8 A2} 7He)
A ASE AFAHOR S 7 Q= T2 718]0] PAZES A=} A2 22 B 848 4
HA FAo LA A = AR AA S22 HE FE SHA oty FASHATH FAHAQAS HIR o2 5
o] glES Al TS 5 e 2 AR HAEA o Leonidou, Barnes and Talias(2006)= <3-f 4|
HAE 4= A H =Y, A8, A, o9, 9HE, A=), o]of) T W4 E
ARgSH] PAIREA-E S45HA 53] Wilson(1995)
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= AH 2o tisiA] @A ThESka lH e o
4.1 M| -8 (Switching Costs) =2 8-8& 7|sty Au|AAEAE e 4
QA Het 1AL o L2 digke] it AR E 85

e8> 54 A B2 Al S A2 R ohE Al SHA H= 5ol 71 Mu2Al s A et FA1"
A& Zghst=t] TAske H-§o g Aot 4 QL Aol A ol AAER] 312 2] 2 gka) 97} dhAy st
© o (Porter 1980), LZAE0] 4 Hxo] 0]E35}o] 7HsAo] ATHAAR, 24 2002). wHebd @A)
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1997). Jones, Mothersbaugh and Beatty(2000)= 1L 71& AU AAZEA] Oist o 2 71U E wredsitt
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Esto], SHAE &2 A fE0l EAU A S7g0] Erhal Hoft) o] et Aol A AB|AA
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A3-8F b. HIERE 0|83 93 (wechat)F O =2
AEHIE SHote 22 Aol & 7x] 9]
HAS st S ARE 3okt ARl
o] ol ZF 550F F FASHAL Wik SEo=
ek 71570 RS A Qe A 47959 o
S FTEA ) Ao & Aol AHEH A}
25 243517 915) SPSS 22.0, AMOS 17.0 T2 1
A AHESHATE & 479709 3G & S
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o AXFAT, A P70 F 52 e
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<E 2ol b MIERAS Soto] A2 S84
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<E2>HIEZEM
+& HE | % +& Hiz | % +& Hiz | %
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<20 5 10 | & 33| 53 | 111 | Y& 33 67 | 14.0
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R 18 | 38 -TLDH%“ ¥10000-15000 | 100 | 20.9 D1|_A1|24 S2A} 35 | 7.3
<¥5000 92 | 19.2 | ¥15000-20000 | 105 | 219 | =7 DA} 8 1.7
2l | ¥5000-10000 | 114 | 23.8 >¥20000 107 | 22.3 7|E} 4 .8
4~ | ¥10000-15000 | 115 | 24.0
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=23 5 - T/doHE Has4t
4714 Sde= 200Xz HEZSA | BEE24t (4 MZ|ECR | 22ZHAVE
zal 0.793 1
AHE| ZHA 0.788 0.986 0.053 18.734
e 0.986 0.946
G| Hi{ 24 0.854 1.047 0.050 20.737
A 0.830 1.006 0.050 19.991
NEPL 0.807 1
Alg| 2 m™otst 0.812 1.014 0.050 20.166 0,085 0,044
ZL?;TJ G2 2Ho|Zt 0.791 0973 0.050 19.462 ' '
‘—5_;||E_H\ SHAIZE 0.782 0.992 0.052 19.161
Feix =2 0.756 1
HA|1A
" A|ZFZIoF 0.728 0.999 0.062 16.151 0.976 0.931
=22 ¢t 0.730 0.957 0.059 16.200
CIOESHA{H| A 0.643 1
'Tl_j_l"lil- T72H. o}
Sye rd. k=R (Yol 0.778 1.123 0.079 14.183 0.968 0.912
Qf 2 MH| AR Z 0.807 1.212 0.083 14.571
Qr& 242|710t 0.760 1
SHARA 21510t 0.799 1.151 0.063 18.402
Q|| M 0.824 1.171 0.061 19.086
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CHOONZA | .498%* | 570%* | 540%% | 530%* | .624%* | 738%* | 1.000 3.34 893
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The Influence of Having been visited to Korea duty-free stores
Chinese Consumers’ Perceived Relational Benefits and
Relationship Quality on Customer Loyalty:

The Moderating Effect of Switching Barriers

Li, Yin Nan®, Shin, Geon Cheol™

ABSTRACT

I. Introduction

The Korea Culture & Tourism Institute survey was conducted by the total of Chinese tourists amounted to 6.12
million in 2014 (41.6% increase compared to last year). It was expecting to exceed 8.0 million tourists in 2015. In
order to meet the needs of Chinese consumers purchasing power it is necessary to identify perceived relationship
benefits factors to promote the relationship marketing successfully.

So this paper calls attention to the central problem as to identify the influence of perceived relational benefits
and relationship quality on customer loyalty according to the moderating effect of switching barriers. The purpose
of this research is (1) to examine the factors of the perceived relational benefits in order to identify customer's
attitude and needs, (2) to illustrate the effect of perceived relational benefits on the relationship quality, (3) to test
the relationship between relationship quality and customer loyalty, (4) to investigate the moderating effect of
switching barriers between the perceived relational benefits and relationship quality, and evaluate importance
about the configuration factors of the switching barriers. (5) Through understanding the Chinese consumer's
shopping orientation, provide practical and effective measures in order to explore the marketing strategies in the

future research.

* Doctoral Student of Marketing, School of Management, KyungHee University
** Professor of Marketing, School of Management, KyungHee University, Corresponding Author
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II. Theoretical Background and Research Hypotheses

Sheth and Parvatiyar(1995) contend that "consumers like to reduce choices. Long-term relationships may
facilitate choice reduction through confidence benefits.” So recognize the importance of relational benefits and
relationship quality are important there are added benefits for organizations engaging in long-term relationships.
These benefits are not only important to customers but should be directly important to organizations given their
positive relationship to several outcomes (loyalty, positive word of mouth, relationship continuance, and
customer satisfaction) valued by firms(Gwinner, Gremler and Bitner 1998). Jones, Mothersbaugh and
Beatty(2000) said that "switching barriers are important factors impacting a customer’s decision to remain with a
service provider", it is connect to core-service satisfaction and customer loyalty was a critical determinant of

retention.
Hypotheses are developed on the basis of the previous studies as follows.

H1: Customers perceived relational benefits are positively related to relationship quality.
Hla: Social benefits are positively related to relationship quality.

H1b: Psychological benefits are positively related to relationship quality.

Hlc: Economic benefits are positively related to relationship quality.

H1d: Customization benefits are positively related to relationship quality.
H2: Relationship quality are positively related to customer loyalty.

H3: Between the relationship quality and customer loyalty it will have the moderating effect of switching
barriers.

H3a: Switching costs have a positive effect between the relationship quality and customer loyalty.

H3b: Attractiveness of alternative have a negative effect between the relationship quality and customer loyalty.

H3c: Interpersonal relationship have a positive effect between the relationship quality and customer loyalty.

II. Research Model and Methodology

According to integration of the above hypothesis the conceptual framework underlying the study is presented in

figure 1.
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<Figure 1> Research Model

To verify the proposed research model and hypotheses, during the period from early May to the end of
September data was completed with 479 Chinese adults who experienced the duty-free shopping when they
visited Korea recently. The samples were collected from diverse attractions and shopping malls in Seoul. Before
conducting a survey, we explained to the subject purpose, contents of survey and received oral consent. The
consumers who did not want to participate in this survey were excluded. All respondents were selected through
non-probability sampling at attractions and shopping malls. The measurement-scale items were developed for
previous studies, demographic characteristics and consuming patterns were analyzed using SPSS 22.0. It was
subjected to factor analysis and reliability analysis to verify the validity and reliability of the measurement items.

The hypothesis testing was carried out multiple regression analysis.

IV. Results and Conclusions

The content analysis results showed that the customers perceived relational benefits and relationship quality
were affecting the customer loyalty, but the influencing factors were different according to the moderating effect
of switching barriers.

We ran the first model tapped the first-order customers perceived relational benefits including of social
benefits, psychological benefits, economic benefits, and customization benefits. R>=.626, F=198.153, sig.=.000,
it shows the fit of the model significantly higher. Psychological benefits( 8 =.328, p<.001), economic benefits( 3
=269, p<.001), and customization benefits( 5 =217, p<.001) were positively related to relationship quality in
support of Hlb, Hlc, H1d. In contrast social benefits( 5=.065, p>.1) does not have a direct impact on the

relationship quality offering no support for Hla. The results suggest that customers perceived relational benefits
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were positively related to relationship quality( §=.784, p<.001), so in support of H1.

The second model tapped the second-order relationship quality including of trust and commitment. R?=.315,
F=219.671, sig.=.000, it also shows the fit of the model significantly higher. The results suggest that relationship
quality were positively related to customer loyalty( 8=.562, p<.001), so in support of H2.

To verify the hypothesis 3 including the effects of the interaction between relationship quality and switching
barrier, R?=.343, F=82.513, p<.05, AR?=.006, it shows the fit of the model significantly higher so switching
barriers that have a moderating effect between relationship quality and customer loyalty, H3 was supported.
Switching costs( §=.818, p<.001) were positively related to customer loyalty, and attractiveness of alternative( 8
=-.566, p<.05) were negatively related to customer loyalty in support of H3a, H3b. In contrast Interpersonal

relationship( 8 =.065, p>.1) does not have a direct impact on the customer loyalty offering no support for H3c.

The research contributes to emphasizing the strategic implications and the importance of build a long-term
customer relationship management and development of the relationship of marketing. It emphasizes the
importance of customer behavior analytics through the analysis of switching barriers of the choice of channel
based on perceived relationship benefits, relationship quality and customer loyalty variables and propose a
strategic way to gain a competitive advantage for Chinese consumers duty-free shopping. For all the reasons
given previously, we convinced that in order to efficiently maintain and build customer loyalty depending on the
relationship benefits and upward the relationship quality is required. In future research will need to obtain sample
with more and different regional characteristics and determine the customers perceived relationship benefits and

relationship quality factors in greater detail.

Keywords : Perceived Relational Benefits, Customer Loyalty, Switching Barriers, Relationship Marketing,

Customer relationship management(CRM), Chinese Customers





