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A Study on the Effects of the Factors of Relationship marketing on
the Loyalty to Department Store
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Abstract Focusing on the relationship marketing between the Department Store and customers, this study
presents the following variables: three influential variables such as characteristics of the persons who serve,
image property of the shop, and relationship-oriented property; mediation variables such as trust and satisfaction,
relationship quality to maintain consistent relationship with customers; and achievement variable such as Loyalty
to Department Store. And it examines and analyses the relations between the variables to present suggestions on
marketing strategies of the Loyalty to Department Store through relationship marketing.
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373 | 0890 0.054 -0.091 0.176 0012 0.058 0.127 -0.047
— 74 0875 0.108 -0.103 0.179 0.009 0.050 0.170 -0.003
%47} 0.808 0.128 0.038 0209 0.092 0.153 0.196 0.076
371 0741 0.156 0.163 0.007 0.122 0.020 0.131 0.053
454 | 52 0611 0160 0.278 0027 0132 0.101 0.151 0275
®As | 0141 0852  -0.047 0.001 0.128 0.037 0.177 0.057
R o2 | 0029 0846 -0.028 -0.002 -0.086 0.091 -0.094 0.137
A% | 0158 0840  -0206 0.138 0040 0.039 0.122 0.120
A3 | 0075 0.767_ 0.073 0011 0.118 0274 0.046 0275
A4 | 0029 -0.093 0.805 0.109 0.104 0.006 0.066 0.089
o AE2 0037 0.023 0.767 0.027 0208 0012 0.099 0.131
A5 0.119 -0.047 0.643 0.236 0.195 0.129 0.089 0.151
57 0.058 -0.138 0.603 0215 0329 0216 0.140 0.061
CED 0.150 0.061 0073 0.860 -0.092 0.029 0,011 0.096
4 | B3 0.112 0.148 0.100 0.833 0.121 0.091 0.130 0.023
EEN 0253 0.168 0.005 0.678 0.177 0329 0.110 0.024
X356 0.056 -0.020 0.177 0.093 0.870_ 0.005 0.068 0.111
A5A | ABS 0.179 -0.024 0246 0.141 0.674 0.005 0.047 0.194
453 | 0101 0018 0224 0.149 0.651 0.108 0056 0.041
A2 | 0037 0.000 -0.147 0.125 0.177 0769 0026 0211
Au)g | HuA3 0214 0.247 0.000 0.048 0.073 0.747 -0.071 -0.059
Anlga | 0054 0238 0266 0257 0296 0.621 0021 0.009
Bl HelA2 | 0.064 0.198 0.015 0.052 0.001 -0.073 0885 0058
ST waEa | 0006 0010 0.086 -0.009 0.162 0032 0.868 0.176
oy thorda | 0.061 0352 -0.102 0.022 0.075 0.081 0.089 0799
% | gerg3 | 0010 0.274 0.338 0.116 20,070 0.068 0.041 0.749
7 e 5.126 3.700 2.833 2.020 1.621 1.474 1.145 1011
AR A (g | 19715 14.231 10.895 7.769 6233 5.668 4.403 3.887
SRMWEA ) | 19715 33.947 44.841 52611 58.843 64.511 68.914 72.802
Cronbach’ Alpha 8617 8835 7602 7911 7163 6535 7715 7220
10.895%, 6233%22 bk HAA] £4 24 4 gan, g e 217 0-0.8835, 0=0.6535, 0=0.7715,
FH-82 72.802%= yelhgten E§ =E2H AUE9
A4 AZL 93t Cronbach's-Alpha BAZ7 BE 2} 0-0.7220% Ve
L0 Wew IS 0ok MR T ET 522 sl gums o NaE By
of gt A= o] EA viebstch el e 221 A 120) RS se)
y I - = o U 2 IO pun
=8§§:j;22: 111;E§§+ ﬁj,mj;]f ;}ij;: e ALE yoix 774 Eo] BF 3749 8eleR
' SALAEA SR e AR TS 2a gt [# 20elA tehd uieh Zo] 2 d5e] Wiy
0=0.7602, ALY AL 0=0.7163, = w20l maisle] 7 291e 2A3l] Y8l AR E HE
=0.7911& HoFioh. FE olu|z] F g4, Huly B35 0] Q01| (Factor loading value)o] 3 8.2l
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H 2, Yds SAEE

o) 212y U AFE B4

ERYE AB|Z} THE 3?__2 Az} Alg
hE3 0.845 -0.030 -0.065
BEE | 0.800 0.309 -0.036
=) 0.652 0.448 0.184
.- QA 0.153 0.897 0.055
o2 0.278 0.789 0.096

Alg2 0.075 0.147 0.810

Alg = RE 0323 0.192 0.667
A= s 0255 0.310 0.614

z & X 3.024513 1.392075 1.045842

A B A (%) 37.80642 17.40094 13.07302
A AP EAH %) 37.80642 55.20736 68.28038
Cronbach’ Alpha 7286 7917 7022

42 BE A UebA NdHoT T2y 4ulal Ag,
SH|R} RS, SR oS o] A Bigs Pats] AR E I

o] Al 220& M3 = AR 68.28%% 20, An]
A 9 291 APEAEIES 37.80%% 2 AH|RPAE]
89 SPEAMEL 13.07% WY ofsx a9 HyE
AEIEZ 17.40%2 byt

E3 E=EE gEY AE4 = 9
Cronbach's-Alpha 2423} BE 2}gSo] gylz o2 7]
T 065 202N ZF Eghol tigt AFAdo] &4
YERGT) Cronbach's Alpha B4Z23} 4Av|z A8 a
=0.7022 AH|Z} U2 (0=0.72860|F o0 w3 o5

L Sy RN

= a=0.79172 i}epyich

WP T2 BYRHIN Pojxle ER4) BHE
AR 7HE AF] gL waTre] B
ATEY| HP= Bk SAElolof B ATR
HYE Prhe YU oulHel APE S
B2k ANHA HYE Yk ATRY WrTzol
MG Brtel Al GAE AN olFoixich.
24231 dojxw Audel APEs Bteilol
QA L APHREror Variance)o] &47F EABHA ke
A, AREAASIE 185 2 gho] AT geA, 2
A HYAE UR AL UR 2 AL g, 223}
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(Standard Error)o]] U5 & Zlo] ¢glert 5ol gt A&
7} o]RojAof gt} o]Egt Au|H 7iEe EA7T fict
I ggEe e 2y Ml A 7|EE A
A gz, q7ldXe A3E 9712 3 Ao
A B Aololl izt Hol7} 2] ghot T =
ol ZThe ABAHEE 7128 4 flolok SRS $)
= 33), 7|2 B3] (GFI=Goodness of Fit Index), Y4
7t BdAko] (RMR=Root Mean Square Residuals), 24
Al (Coefficients of Determination) oA &3 g3t
2|7} BolAof gict & HAFefAl= LISREL 8.300] 4
7B AFsHe X050l R 7% P09
o)), &4 BEX(09 o)), Y47t BFAolE FHL
2 MR AP E Frisdo

Ak Mgto| A ThEd Tk Hrlr dojAd H|2
& Bygo] YiRxe dist A H7vt JPAch o
71Me ZF FNE &, oIBHSES S5k ESE
E9 A4 9 olEo] A= vehte A=A
Z]4(Composite Reliability)2] &, 7}3-& Sibdsqtst
FAHeE {ot EAeo &4, #EIE WX
(Normalized Residuals) &, $&X|4(Modification
Index) =& 30 AE} o]F0)Zch o] GAoA H|Z
2 HEst2a Fd sHdEA O gt ddgo] o]Fo] A
T e Aotk

£ atoAe 7HES5-E Tgho] 2.3260140]H #-9
=F 99%0| A 1.6450)40H 8-2]4F 95%0] 4], 1.289
ool FoLE 90%AlA HE7FH0] 7| ZE, Tg
o] 1.2820]3fo]d HAZH AF7Hdo] 7174ER] gh=rh
Ao} Z& DdAE AR 7HdHFol olFo HTh
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¥ ATE 4Ye S 5] 98 BEe 7
4E ANl RRe APE W RHEe 24t
Z 23 (overall model)d] R4 FO=XH L
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9l 090 WT} ¥ Ao Usgth @ APAL
(GFI=0.91) 3t olefet Anpa}2 Uehin itk 4%
A4 (AGFI=0.85)= 712X 0.90K } 2| vpepyg
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e

2z

£ o
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a3 2 Ages Aags Uetl=dl 1 S8A7F AFe] 2 A(ES 050]5D
ndl2 Hax Bate] ¢F grty AT = ot g
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