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A Case Study of Planning Strategy for Customer Satisfaction
in Advanced Markets

Soon Chang Kwun®, Soo Jin Park®, Won Young Yun"
LG Electronics, Department of Industrial Engineering, ““Pusan National University

Abstract

In this paper, we use and apply statistical tools to planning marketing strategy in
advanced markets. New comers with low brand awareness in advanced markets can
not attain high profit easily and need more effective strategic approach. In this paper,
an effective and practical procedure is proposed to plan marketing strategies to
satisfy the customer and increase the market share in advanced markets. The
procedure consists of 5 steps : market survey, determining target brand, evaluation of
brand attributes, gap analysis to determine the goal, and correlation analysis for
effective improvement method. A case study is studied in the European market for
electric appliances, between a Korean company and other companies. Various
statistical tools are used to analyze the phenomena and some important conclusions
are derived for effective marketing.
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Analysis of Variance

Source DF $S HS F P
Factox 13 2318.13 178.32  76.93 0.000
Error 2786 6457.5S 2.32

Total 2799 8775.68

Individual 95% CIs For Mean
Based on Pooled StDev

Level N Hean Sthey ----- - oee i teiaton sttt +

a 200 4.040  1.845 {-#--} [ |

b 200 5.550  1.516 (=*-r) |

c 200  5.895  1.091 (l-*—

d 200  4.760  1.528 (~=%) |

e 200  5.890 1,247 L |

£ 200 4.305  1.672 {-*-) | |

g 200 5.975  1.192 [(-*-) |

h 200 5.435  1.343 (-*-)) |

1 200 6.355  0.935 |

j 200  4.185  1.929 {-*-) I

k 200 5.605  1.345 (-*'—) |

1 200 3.625  1.703 (-*-) [ !

n 200 3.955 L.717  {~-%-} | |

n 200  3.875  1.843  (~%-) I _ |
—————— s et S RP T VS

Pooled Sthev =  1.522 4.0 5.0 6.0 7.0
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Analysis of Variance

Source DF SS Ms F P
Factor 3 13.643 4,548 5.06 0.002
Error 342 307.146 0.898
Total 345 320.789
Individual 95% CIs For Mean
Based on Pooled StDev
Level N Mean Stbev —4-———————- oo - +-———-
a 87 6.1724 0.9302 (=== T )]
b 86 6.2326 1.0702 {————— Fmm e )
c 87 5.8966 1.0004 (====== L )
d 86 6.4535  0.7617 (m==—m- LI — ]
—te——— o m——— + +
Pooled StDev = 0.9477 5.70 6.00 6.30 6.60
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Aoalysin of Variance
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Analysis of Variance

Source DF 38 M3 F P
Factor 13 729.32 56.10 26.93 0.000
Error 1432 2982.90 2.08

Total 1445 3712.22
Individual 95% CIs For Mean
Based on Pooled StDev

Level N Mean StDevy =—~---- Fommmm o Fmmmm———— to——————— +
e 104 6.096 1.102
b 104 4.356 1.407 (--*---) f ----- ’
c 102 3.863 1.535]  (~=*---) :
d 102 4.245 1.619 (--*---) :
e 102 4.275 1.701 (--*---) :
£ 101 5.673 1.297 :
g 104 5.779 1.140 §
h 103 4.786 1.994 (--=*--)
I 104 4.692 1.661 (-=-*--) i
3 104  6.029  0.908 :
------ YR
Pooled StDev =  1.443 4.00 4,80 “--r516cerr-Go4d
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Armlpeis of Variance
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LAY H7bdste BOAY i) BE 35
A EAE el Ao FF ol
TE ZolE Fo7] Hd $AHoz F
A Ad dge 24Ee gt FFAHQY
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35 AAF AT I AAEH
(Factor Analysis)
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ol Z+ 225¢ i Doz Y¥x
Z+ Ao EAd we 3% AR oHE
A4yl A8 B 6 % Zo] AAEA S A
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TE A 8 29 18 I Zo] 232F
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<X 6> 189 849 4# P

Correlations: a, b, ¢, d, e, f, g, h, |, j,k, |, m,n

a b [ 4 ] £ q h 1 3j k 1 m n
b 0.054
0. 41¢
c  0.007 0,207
0.915  0.000
4 0.04f 9131 0.210
0.531  ¢.047 0.000
e 0.075 0.202 0.300 6.297
*.258 0.002 0.000 0.000
t  0.10f 0.tls 9.128 0.141 0.21¢
0.123 0.00%1 0,052 0.023 8.901
g 0.010 0.187 .13t 0.077 0.086 0.262
0.885 0.005 0.04F 0.247 0.182 0.080
b 0.040  0.089 O.)F§ §.243 0.135 0.333 0.162
0.550 0.175 6.01S 6.000 ©0.003 0.600 0.01%
I -6.085 ¢.065 0.199 0.04F 0,152 0.0%70 0.050 0.23¢
0.197 0,327 0.004 0.458 0.021 0.291 0.453 0.000
3 -0.06% 0.057 0.082 ©¢.17% 0.05¢ 0.176 0.121 0.201 0.060
0.348 0.311 0.21% 0.007 0.450 0.007 .065 0.00f 0.368
X 8.0LL 0,200 ©0.085 0.218 8.204 0.143 #.145 0.156 0.2z  0.195
0.871 0.000 0.201 0.001 0.00f ©.024 O.0f% 0.018 0.001  0.002
1 0.079 0.149 0.174 0.213 0.0L7 0.3&7 #.210 0.248 0.095 0. 161 0.152
$.230  0.922 0.00% 0.001 0.794 ©.000 6.000 0.400 0.935 0.0l4 0.000
w 0.026 #.052 8.056 ¢.172 0.005 0.15% #.190 0.090 0.062 0.243 0.164 9. 411
0.582 8.417 .400 0. 68% 0 945 4.617 .004 ©0.173 §.342  0.000 0.000 0.000
no 6.2085 -e.062 9.15f ¢ 196 0.464 ¢.208 ¢.115 6 .15¢ O0.96%  0.252 0.421 0.17L 6. 146
0.962  9.352 0.004 0,603 9.337 0.802 O0.080 $.905 0.234 6.008 0. 32 0.000 0.000
Cell Contents: Peargon correlation
P-Value
Scree Plot of a-n
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<E 7> %9 Auddd F A4 ™
Rotated Factor Loadings and Communalities
Varimax Rotation/
Variable Factorl Factor2 Factor3 Factor4 FactorS Commmnality
a 0.170 -0.111 0.210 0.242 0.632 0.544
b 0.516 -0.086 0.498 0.178 -0.319 0.655
c 0.692 0.064 0.087 -0.112 0.058 0.503
d 0.637 0.387 -0.094 -0.038 0.127 0.582
e 0.6%3 -0.114 0.081 -0.203 0.045 0.543
b4 0.119 0.058 0.649 -0.298 0.243 0.586
[~ 1 -0.020 0.129 9.684 -0.070 -0.035 0.491
h 0.158 0.115 0.290 -0.697 0.171 0.637
I 0.154 0.030 -0.010 -0.7121 -0.259 0.612
3 0.053 0.620 -0.006 -0.229 ~-0.026 0.440
k 0.330 0.387 0.286 ~0.030 -0.446 0.540
1 0.047 0.520 0.549 0.031 0.124 0.592
n -0.014 .43 0.226 0.101 -0.030 0.618
n 0.114 0.475 0.018 ~0.183 0.610 0.645
Variance 1.8497 1.8032 1.7176 1.3427 1.2711 7.9843
% Uar 0.132 0.129 0.123 0.096 0.091 0.570

<} 8 7139 g4 A

R

b 0.as¢
0. 001
< 0.4319
0.000
a 0.152
0.163

Cerrelations: a, b, ¢, d

b

0.273
0.011

0.345
0.001

0. 33
0.00%

Cell Contenta: Pearson carrelation
P-Value

AF A AAEA

9 F 10 oF 2¢ 19 Fx3tod 2349
AR EANA afge] 1Y & 208 FF
QA Mer HAsA

84 1dMEa b, d e f g i, k(AFY
A, nHe FA L AZEA BA Q)
27 3% QAR HorE) 4% #EA )
AA Jelda, 84 20 ¢, h, j (AE
o HAHA JAAE TF AAE FAE)
7t A BEAAE JHAE Aoz HrlEch

: & 2z 39 nH
ol ael 479 @A E MA &gy},




160/H=E& - 3 - 2Y ME AlFolMe| 4vjRIRHE Map 7 Yol BB AlH

<E > AFE9 g2y Anyly

Correlations: a, b, ¢, d, e, f, g, h, |, ], k
a b £ d L] 1 q h 1 3 k

b 0. 4338
. 000

o

c 0. 430 0.42¢

¢. 000 0. 000
] 0.452 0.506 0. 442
0.000 0.000 0. 000

. 0.250 0.%91 0.467? 0.228

0.010 0.003 0.000 0,001
£ 0.490 0. 412 .47 0,546 0.282
0.000 0.000 9.000 0.000 0.000
] 0.518 0.499 0.400 0.622 0. 345 0.529
0.000 0.000 a.000 0.000 ¢.000 0.000
h .31 0.273 0.36% 0.%16 0.206 0.46) 0.306
0.001 0.000 0.0040 0.061 0,035 0.000 0.001
I 0. 222 0.197? 0.205 0.290 0.3l 0.302 0.229% 0.169
0.023 e.002 0.026 0.002 0.0r4 0 002 0.01¢ 0.08¢
j 0.327 0,222 0. 4332 0.269 0.18% 0.282 0.174 06.378 ~0.053
0.001 0. 001 0.000 0.008% 0.089 0.000 0.00§ 0.000 0.591
b 3 0.554 0.49% 0.4839 0.66¢ 0.349 0.51% 0.636 0.328 .76 0.308
9.000 0.000 ¢.000 0.000 ¢.000 0.000 0.000 0.000 0.00¢ o.001f

Cell Contents: Pearson correlation
P-Value

Scree Plot of a-k

Eigenvalue
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<E 10> AF varimax3d F A HE

Rotated Factor Loadings and Communalities

Varimax Rotation

POy TEr STrr e

Variable Factorl FactorZ Communal ity
0.5604 -0.374 0.504
b 0.632 -0.329 0.507
< 0.491 -0.538 0.827
d 0.759 -0.239 0.532
e 0.509 -0.192 0.296
£ 0.624 -0.412 0.572
g 0.736 -0.267 0.612
h 0.304 ~0.588 0.428
1 0.575 0.347 0.576
3 0.081 -0.854 0.736
k 0.748 -0.305 0.652
Variance 2.8954 2.1598 6.0552
% Var 0.354 0.195 0.550
a4
3 =
3
©
é 2 -
5
w
1 -
° T T T T T T
2 4 6 8 10 14
Factor Number
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<E 11> 7 844 Jagd

Correlations: a, b, ¢, d, e f, g, h, I, jk I, mn

a b c d e £ g h I j k 1 ™ n
b 0.%l15
0.031
4 0.115 0.1%9
0.851 o.111
4 0.170 0.11%¢ 0.691
0.088 0.267 0.000
e 0.105 0.070 0.38%3 0.%37%
D.831 0.454¢ 0.001 0.017
H 0.143 -0.04% 0.00% 0.085 0.1l02
0.152 0.630 0.952 0.80¢ 0. 212
g 0.31% 0.232 0.07¢8 0.084 -0.092 -0.167
6.001L 0,001 6,477 0.40f 0.361 0,098
h 6.162 0,110 0.051 0.0l 0.13% 0.117 0.011
0.104¢ 0.274 0.f1% 0.871 0.16% 0.245 0.912
I 0.256 0.204 0.048 0.028 0.034¢ 0.01§ 0.222 0.247
0.010 o0,00% 0,624 0.783 0.73¢ 0.85%8 0.0i5 0.000
i 0.428 0,855 0,169 0.85% 0.010 -0.0%9 0.304 0.056 0.%236
0.0600 0,010 0.092 0.011 0.920 0.7??7 0.00% 0.576 0.013
k 0.228 0.182 0.256 0.287 0.029 -0.097 0.447 0,122 0.1f5 0.552
0.017 0.066 0.0L0 0.001 0.697 0.226 0.000 0.182 0.100 0.000
1 0.251 0.19% 0.189 0.16¢ 0.16¢ 0.149 0.354 0.204 0.329 0.285 0.3%2
0.000 0.047 6.059 0.106 0.10% 0,127 0.000 0.00f 0.00L 0.004 0.000
m 0.310 0.185 0.002 -0.066 -0.114 -0.0%4¢ 0.407 0.205 0.365 0.£00 0.357 0.471
0.008 0.064 0.97% 0.515 0.857 0.314 0.000 0.040 0.000 0.045 0.000 0.000
n 0.257 0.095 0.121 0.159 -0.025 -0.0%9 0.4%6 0.1i6 0.%31% 0.544 0.537 0.39% 0.35%
0.000 0.24%2 0.192 0,112 0.30f 0.77?5 0.000 0.209 0.0&§ 0.000 0.000 0.000 0.000

Cell Contents: Pearson correlation
P-Value
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<E 12> £R¢ Au3d F A g

Rotated Factor Loadings and Communalities

Varimax Rotation

Variable Factorl Factor2 Factor3 Factor4
Communality

a 0.545 -0.313 0.091 0.204 0.445

b 0.092 -0.515 0.202 -0.489 0.553

[« 0.154 -0.017 0.851 -0.095 0.757

d 0.258 0.101 0.821 -0.049 0.754

e -0.134 -0.221 0.607 0.221 0.484

f 0.008 -0.145 0.056 0.777 0.627

g 0.587 -0.233 -0.080 -0.434 0.594

h 0.006 -0.666 0.071 0.247 0.508

i 0.157 -0.737 -0.012 -0.124 0.584

J 0.748 -0.031 0.154 -0.051 0.587

Variance 3.0599 2.0159 1.9748 1.2812 8.3317

% Var 0.219 0.144 0.141 0.092 0.595
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