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Abstract

Relationship marketing can be one of the most efficient strategies to enable a company to achieve business
success in the recent marketing environment of tough competition and the diverse desires of consumers for
new products. Using relationship marketing instead of mass marketing can help a company increase
profits. For proper research in relationship marketing, it is indispensable to study relationship benefits.
This study provides specific information in terms of relationship benefits to help develop the market-
oriented strategy of a company. The results are as follow. The relationship benefit had a significantly
positive effect on relationship quality (trust, satisfaction, and commitment). A relationship benefit was divided
into three dimensions: customization benefit, informational benefit, and emotional benefit. Especially,
emotional benefit appears as the most positive effect on satisfaction and the customization benefit appeared
as the most positive effect on trust and commitment. The customization benefit and emotional benefit had
a significantly positive efféct on long-term relationship orientation, repurchase intention, and word of
mouth. Informational benefit was not a significant influence on repurchase intention and word of mouth.
Customization benefit appeared the most positive effect on long-term relationship orientation and word of
mouth. Emotional benefit appeared the most positive effect on repurchase intention. The relationship
quality had a significantly positive effect on relationship performance. The findings of this study provide
both industry and academic researchers with a guide to increase customer satisfaction in the relationship
marketing process.
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HAFH o] TA) vX= G AHEH < 7>

3

<E 6> #AIseo| Mool BiXl= AE

AAs Y | 261 | 249 [4.653%%*

AuA e | 081 | 086 [1.597 | 450 | 94.929%%+

Aed e | 441 | 438 [8.676%*

#4p.< 001

#rp< 001
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Ol AT=0| CIFMZ A8 Al 2AIGEO0I 210 2ot 2018 8Hl OIXl= 28t 97

<E 7> ASo| 7T OiX= HE <¥ 8> &Ae| Ho| F7|H AKXl D|xl= AE

8.025%**

R A 7 | 421 | 479 [8.630%%

AR &g | 034 | 038 | 710 466 [101.211%%* ul & | 097 | L1 [2.109% | 646 [212.103%%*
A=A EE | 309 | 320 |6.447*** z 9 350 | 310 |7.464%**

*#¥p<.001 *p< 05, ¥¥¥p< 001

o Ao AL Aol BAZOR Fodt 4 p<.001), B (B=.310, r=7.464, p<.001), TE(p=.111,
< AT ALE gyt 348 F¥EE 49 1=2.109, p<.05) 5 7|4 FAAZF Fot 4
B w3} &8 (p=.424, 1=8.025, p<.001), A& gL VA= 222 Uegen, 53] A=e 3714
| (B=.320, =6.447, p<.001) T+ F7 4 HARA G M & IS vAE RoE YER
FE HAE A2 Jeison, £3] 343} g9 o) o2 gges B9, UE o2 f9% 43S v
T Mg 2 4FS e Ae® vEyt. o e Ao Yepgtt o8 Ade AnAL IH
o2 AE e eoldt v, Are g Y 2B EAM w7le NSV A71E FAR G
(=038, =710y FA ol FFE wxA & 7+ ::1 G e Rolg & F doH, 2 v
= ALE Yesth ol Az 143 FEo) B9, = ¢ 2 el £BEFHS] oW FAFA
A 7P 2 8L A, 2 oz 433 of & A Rolgt & & vk mEhA AEU
Fgo] aH|Ate] A Eo] FIS mAE Aol £ E ZoMe 24z A7E] JAGAE 9
& 4 ok ¥ 4 BF e 26)Re) 24 €% & iﬂlz}i g LB BN AFste FRY A
ol 9FE MAA & Aol T & AUt gk & E, g 238 ¢ QA 3, &P E AujEd) gt
A ABY £ E AP ES Ui AFH F4 &5 #sﬁ ﬁ%%oﬂ 12738 AE570E 22 F AEF
< 2 UEMl £ EY I Ao A LB E slok & Ao 7 Holtt,
ol-& Al £ E tE UEEr}t ZAAY AFE = A Hol Aoz HX e FFE AFHE
Ad iﬂlﬂg FHOE Yoz AloR & F 9L W <% 9> 2oy 2 s A9 AL AT
2 B2t 8FAQ FHE YA e 210l o o BARCR Rl FFE vXe R ek
93 5 gdd, AgF g o 3 o} #A12) A e AR H (=479, =7.815,
< Folof & Aojth. p<.001), AE|(f=224, t=3.461, p<.001)& A<
olHd e AAA2004)9) Al AAGE 2ol Fold dFE PINE AR Yepon, 53

R EEE LR EEE EREEEEE T BE AR 1 2 9TL nAE QoE
A A Azdo) £25% T IHAY G Uetth 2 geoz Aevt 498 9% wAE
w21tk A9} fAksh ek, RoE bttt W, BU(F-074, ~1.533)2 AT
slelEe] ol 9L PINA GE Ao ey

HJ‘O ol

4. AEU 2FE0Me] A | Hoj A M2t
Ol X|= A&t <E 9> #Ale| do| Moo ojxlE HE
#7119 Ao BAAHo) FEE v X =A] Lol

A GEIARAE AN sttt WA wA e ol

A713 BAR G vE Jee AHuE <¥

8>3} 2t} 2 A3 #AA 9] Fe AVH AR FAA

TAHLE 9% 9L VA= Aoz veEhgth

A9l A f¥E2 Aurd A= (F=479, 1=8.639, **xp<.001

3.461%%*

A86 | 479 [7.815%** | 516 |123.815%*+
.097 | .074 |1.533

| | e
o0 | Jf |
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o} olE e A= AdHY £ E o] Al L8R}
w7le 93 e §F dEy &P oA
AFAEE T 5 U=S dhed FHEAY 9
< PFGE & 5 gith wbde) el &2 o
& BYLAE AHAEE S9F A F
AEA FFE vNA Fe Ao Yegous &
Hzke] Al g FEsl YeiME 28 Aua
of g BEF AF AR, 714, wld Soll ARtz
HEG 5 5 S o} sir).

ol 3] Axte ALF(2003)8) Aol el A
A Al A7 BEFE AT Est golditE
AR} FAR A2 7]dHe] B BAE A
= A &H[AE] AEY &P BN AEL
T e of A7]= EA8AES 7IYSo)] Bk AlA
Fozm 2Ate] £FES AFHSA GE] A7)
g 7heAol olRlths Aoz Al £33 8 o
& aH)Rpe] A7} Ao g Fge nF
the Aol R g

#A Aol FA v AR AWEE <&
10>¢} 2t} 2 A5} #A 9] A& 7 EAFe=
Fo% 9L uAe Aoz Vit #A 2
FEEE AHEE EU(4=297, r=6.158, p<.001),
THE(B=284, t=4.666, p<.001), M Z(F=.243, =3.785,
p<.001) 2% 70 §o 9T vl AR
vERgon, 53] £4& A /MY & 9% |
A 2oz yeiith 2 ggog wE Mg «o
2 9% 9L vXEe Ao Yelygr oyd
A A &3 E 0§ A AR =Y B9,
TS, A3 25 2] A &5 9L A
U & Qi 53] Agoz s F aYE o
T &S 7 3, &P B A24E =,
£BERS] AHANX A&HoE A o]
FoARE o ZAL elloA £F B s F32F
o2 ojo}7] dn, FHs= 9 YFL s H

<¥ 10> #A2] Fo| FHl oiXl= WEk

236 | 243 [3.785%**

276 | 284 |4.666%**| 524 |]127.535%%+*
360 | 297 |6.158%+*

S [
0 | S |

.
=

*xkp < 001

22 £23E FqMe ol g B st 249

29 AEE ¥o)7] 93] :=sfok Bk
vd B

2 Avdye @AuAEe] 48 Aol
A2 A3t BARFH nAE T dopr.
ol el d7AAE A Y, duY &£ EIA
o] fAE o] A} Hof fold FFE HAE= A
o2 vyt BA YL 24 54 dE &5 8
o] 3ol goN AT LA He SEH U,
A o, SEE Mk T3 2L <A e
221, od 53 22 e T3 LHRAA T
&3] dgahaA HAGF Friol =50 He AR
€ ¥EFe Ard d9a], 243 AQHE AF
Ak A&H] #AE T3 AvE AR 5
HEg oo sn AuLrt guiEA s3d A
olgte Al H#y HEAE EA He “dEd
e agleog FREANC. ol T HAHAH A7t
A Qo] B5F #Ale A AE, 1=, £9 34
2 FFE FE ALE eyt 53] 484 3§
g2 a0 g 7Pt E 9FE A 8%
vepged, oje 2BlAr dEY £3F o8 A

- =39 Ao 4EF Mg S| e A

o w)sh #A A el o E JYHE vH = A
& ¢ F Ak 2A3) HYe e Mol B4l
1 E 9 e Ao veh) B 4 E
3 o] o2 I AFESZREH AFLE o
H 714 dgo] £FE et MR oJoX A,
Y3 Huz &9E SdMe A9y 38
A& ddsta Agsior §g AAR F3L U
Qe & Boj A 2] AAEHol BA A vH
© L gol¥ At 143 Az AA dde
A71A AR GG, ATz, +dd 25 43
9] W3S Fe AR veld v, AR3F Hyge
A7A BAA AT THEAY FgE AT A
FHdE, +Hgs dUE 4% vAA ge e
2 yelgth, 243 dee 378 AAAEAH #
Ao 71 & 4T F.09, AT dsdE 48
A geo] 714 2 9L vNE AL VEhgt
HARA AL 2uRIE0] m7]7]e] £BE ZdA
EER U5E Ao 29E T 983 31
g At BFo g ouYg g A4 & A
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AHHES OFHE 4T Al 205101 2000 23 2018 0IXl= &

Sk
S

99

7] Q& A7)z} P FFHE A &
Ao 2 BT 288 Z Qe 2PE 2
2HZF AR A BEAS 1HF 24
5E AEE AFToEHA A H9S 33}
He] Wy sjriy 2,
FAY o] #AGH HHE I
I 2uzte) A9 s A7)H AA A
oz, 74 25 FAHN L v)A
Yt vbd,) B9 3713 FAX G A
SAAR FFE vFAT Apveres ¥
FEFE UAA Fe Aoz Ytk AEE 3713
HARGER ) 71 & 4L nix e Aoz vehg
™, L Ao, YL FA bR £ 3
& WA e ZoE JERTh 2H A7} Qe 4%
Ax AFehe AlFolut Az ths] BEsla Al
A HHE 2 &3FEe] I 1Mol oz )
2 AAE fAsE st AEste] AFE 7l
A BE& &S Ut
243 A71EHR A RAIE i 71, 48
A BEoA o]5o] glojok Fhy, Aw mESL 2R
Y dA HAS o #AL A st BA 9
A &o] {§A=7] o] AAHY S FARTE 7]
B A 7o) AAAIE ] ol A g aa)
g & Stk At AFSE FHY o 2 Mu)a
WA Ha, o) F ey Ae @A)
ZAFF Y 4 Y5 2L el hE F
5 2 = F¢ %L XA Ao w}
A kst A 2+e] Ao A EHT g
oA Ay 2B E Zoxe ZHA 7Y
ojde] dgo] Bold = Y2 AARAY A
TH B2 =83 FE soF & Zoj}.
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A3A BA Y| HAvHAY A H X I
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£ 7RI AAARE, NP E, T
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H| 2 e] BA g ol tiEiA] 7129 HYATE v}
2 3t RAEY 54 o= A= 1HIA
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