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ABSTRACT

The Effects of Market Orientation and Relationship

Marketing Orientation on Service Business Performance

Seo, Changsun
Advised by Prof. Hwang, Yoon Yong Ph. D.
Department of Business Administration

Graduate School of Chosun University

Recently, service companies are increasingly in need of core competency
management in order to create sustainable competitive advantage for
survival in fiercely competitive markets. Service companies need to focus
on internal resources to achieve their goals, which is the most
fundamental factor in the enterprise’s market and market-oriented efforts.
In addition, since external performance of a service company can be
maximized through internal performance, internal customer management, as
well as efforts to improve service quality inside the company, are
indispensable. In addition to service quality management, there has been
an increasing interest in employee well-being management in recent years
in order to improve the quality of work and maintain a happy workplace.

Emotional well-being is the subjective assessment of the psychological,
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mental, and emotional states of employees and how they feel about their
work(Daniels, 2000). However, the concept of emotional well-being is
emphasized here, as various emotions in the work experience have been
highlighted as factors affecting the formation of employees’
identities(Grandey, 2000; Bendapudi, 2002).

In this paper, we examine the internal and external factors of enterprise
management from an integrated perspective to 1identify the core
competencies of service companies in an intensified competition situation,
as well as to contribute internally to desirable enterprise activities and
externally to developing competencies appropriate for the company.

Specifically, in this study, we tried to suggest the direction of company
development by verifying the relationship between external marketing
factors and internal marketing factors of employees as perceived by
employees. The reason for conducting the survey from the point of view
of the employees is that, in the case of the service company, the source
for achieving the enterprise performance starts from the internal resources
of the enterprise, and the internal recognition level and systematization of
the enterprise capability level should be prioritized prior to the response of
the customer or the market to be.

In this study, the questionnaire survey was conducted for the employees
of domestic life insurers for about two months, then a final analysis of
213 questionnaires was conducted. After analyzing the reliability and
validity through the SPSS12.0 program, the final results were obtained

using the statistical analysis method with Lisrel8.0 for verifying the set

_Vi_
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hypotheses.

The results of the study are as follows:

First, market orientation is proven to be an important factor that plays
a large role in enhancing internal and external customers 'and customers’
service quality. Therefore, it is suggested that continuous efforts should be
made to increase the value of the company by better utilizing and sharing
information regarding the company and its market.

Second, relationship marketing orientation is a factor that enhances
service quality, and smooths communication between company and
customer. It is an essential management tool for improving intangible
product and service quality provided by life insurance companies in
particular. Since insurance products are used as a preventive measure
against risks that may arise in the future, sustained relationship building
activities can help differentiate products and improve their quality.
However, it is suggested that the positive role of the employee—customer
relationship should be continuously monitored by the company so that
negative perceptions do not occur  between employvees and customers in
relation marketing activities.

Third, it is evident that the greater the satisfaction of employees, the
more positive effect it has on customers. In addition, it can be seen that
the better the overall evaluation of the employees, the higher the

happiness level of each individual employee. This is because the nature of

= Vil -
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the life insurance business is characterized by the dynamic activities of
the contact employees. It is clear that the employees’ goal attainment
activities to maximize customer satisfaction have a direct effect on the
customer as well as a positive effect on the individual employee’s
emotions. Therefore, it is necessary to increase the employees’ positive
perceptions by discovering factors that can basically satisfy those involved
in the contact activities with customers and to improve job environment
and motivational factors.

Fourth, it can be seen that the positive response of customers and the
emotional value of employees increase along with the perception that they
are providing a good service within the company. Therefore, companies
recognize the importance of service quality, suggesting that system
development and enterprise-wide efforts to provide high quality products
and services should be continuously carried out.

Fifth, as the customer’s positive impression of the company increases,
the customer has a desire to select the products and services provided by
the company, which leads to the positive action of the customer.
Therefore, in the case of insurance products, once the selected product
affects the continuous performance of the company, efforts to reduce the
bounce rate of the customer must be made. To this end, we provide
personalized service by customer segmentation and continuous contact
with customers, which should be managed through the Internet.

The results of this study are as follows. First, we examined the effect

of market orientation and relationship marketing orientation as perceived

- viii -
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by employees of service firms on employee satisfaction, customer
satisfaction, and service quality. Then, employee satisfaction and service
quality were measured by customer satisfaction, emotional well-being and
financial performance. Also, we examined the effect of customer
satisfaction on emotional well-being and the financial aptitude of
employees. The purpose of this study is to suggest a way to increase the
competitiveness of service companies by considering internal and external
marketing factors. Through consideration of these factors, companies

maximize synergy in achieving corporate goals through relationships.

KeyWord : Market Orientation, Relationship Marketing Orientation,
Employee Satisfaction, Customer Satisfaction, Service

Quality, Emotional Well-being, Financial Performance
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<H 14> AAAER B GAE aoluA

oMz | HEEE | HSuY | MEE
g
(a=.902) (0=8%4) (0=.885 a=831)
AHE/AMEA TR % ke M 0.807 0.189 0.297 0.273
HEMe|A Jitr=de] A7 AXHE 0.773 0.364 0.306 0.183
AtdA Eol Z|=Tl o EEPE O|ROXE HE 0.744 0.337 0.356 0.170
HEMeIAE #@ote] T EZTAL HAISIS 0.302 0.764 0.359 0.152
AHHSZ AZZALE MAISHE B 0.308 0.751 0.205 0.312
Atigtdel Mate] des MY HERE 0.212 0.707 0.270 0.322
T el Hstoll MEs tEste HE 0.304 0.313 0.757 0.270
1ol 29, gote MEsP| ANMeElstes HE 0.348 0.354 0.752 0.108
DAY @A Ao tHAE FHET 0.455 0.228 0.675 0.334
HIZA RQlAl ABAL Mol HMEE 0.178 0.243 0.154 0.895
AEESE LNE 23 3]9lE Halshe HE 0.317 0.363 0.330 0.694
Eigenvalue 2.588 2.395 2.281 1.839
A HZH%) 23.524 21.770 20.738 16.714
=H 2 4H%) 23.524 45294 66.032 82.746

AUEAe AL uEg el ol AAAEY A/dse] #BE
e F BHoE St A%, A AFEFS detstn Bl EoE 9
s slelg AR Are o) BFoz wHYUh deaAs A7t A

FAREEE 2AR st AR Muls NEE she HLk, ARZE AR/ A
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o 2Rk | RO | BTN | a=y | sH4 +0W|A4| 7
= (@=943) | (@=900) | (=845 | (=930) | (a=868) -

(a=869)

D =ols sham bE | 0771 0220 | 0262 0.244 0.184 0.193
A3 sos Zme sbE | 0757 0229 | 0271 0213 0.267 0.251
D3 s oHe I | 0733 0302 | 0293 0.237 0.238 0.237
s AHe FA=H 0.679 0.303 0.258 0.231 0.255 0.319
I3} As e 0.325 0804 | 0.173 0.239 0.152 0.236
I | BASK =S | 0244 0786 | 0260 0.199 0275 0.227

a2 Jt|L sEE B oo 0.359 0.231 0.729 0.228 0.282 0.160
¢ 0.356 0.245 0.714 0.240 0171 0.287

ndg Me(g 0.328 0.293 0.236 0.751 0.247 0.275
TAHE Y Yo HE 0.360 0.299 0.364 0.649 0.321 0.214
DHstg ZEZ B 0.277 0.246 0.245 0.210 0.810 0.211
AT ofLE XY 0.452 0.234 0.223 0.427 0.593 0.149

IAE ofH =H, cHatE 0.364 0.411 0.186 0.248 0.116 0.705
o243t o|AA e o3t 0.340 0.230 0.327 0.223 0.331 0.684

Eigenvalue 3.353 2174 1.873 1.744 1.729 1.626
A H%) 23.949 15528 | 13.380 12.457 12.350 11.612
=& 2 4H%) 23.949 39477 | 52.856 65.313 77.663 89.275
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<H 16> An|aEA ugk g4 g9l
T2t | AMEM | AN | SEM | HIZ2AM
e

(@=931) | (@=911) | (@=909 | (=882 | (a=881)

27 HA|Z s o|2A|ZF oS 0.729 0.405 0.336 0.254 0.076
Dol olelg AMAoE Mzis 0.722 0.174 0.316 0.246 0.412
DA FHelMor MH 2 0.710 0.317 0.147 0.267 0.400

a22el 2eE ol 0.651 0.281 0.399 0.273 0.312
TASHUMAl BAle BolT sz | 0361 0.700 0.310 0.260 0.223
ARy|=e Hetsil fAE 0.272 0.671 0.381 0.302 0.283

ob2: 3t AlZbol| AlH|AS HZE 0.353 0.636 0.268 0.273 0.444
xeSe ofo7t B2 ZaE 0.322 0.255 0.792 0.237 0.225
DTHMS0| HHE 23 xAl2 J1E | 0271 0.349 0.618 0.335 0.378
Do oHMAEE 9IE obME eS| (311 0.470 0.618 0.221 0.249
AlMo| AlZtRoz By =8 0.191 0.155 0.315 0.859 0.143

A B2 2T YL 0.299 0.307 0.117 0.821 0.188

o= s xpEoz TAS £ | 0433 0.339 0.291 0.189 0.672
OO = D22 7ol A%E oS 0.341 0.327 0.396 0.238 0.648
Eigenvalue 3012 2467 2451 2095 1.944

A B A %) 21516 | 17623 | 17509 | 15894 | 13.887

=X B A %) 21516 | 39.140 | 56648 | 72542 | 86429
TFAHeRE FEAHL HA AHE ZtEal S, Aol AldH R R
=9 27 F¥ez E2Fglow, A aAo A FA7F AHE 9, 5
S Abe #AE Helal alAds) &, &S At Mul2E AEE, dFUE
AesA FASY 3/ FEdor =EFHAU HeAL AY9EL 4 A
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FEA g =5 24 qHy -z
-z

a=937) {a=.929) {a=703)

B AT 0.871 -0.117 -0.124
T 0.870 -0.119 -0.161
FMS 0.860 -0.074 -0.099
HeAdz 0.848 -0.190 0.068
HEAHZ 0.843 -0.170 -0.024
=0otat 0.732 -0.240 -0.209
o|7[aAE 0.717 -0.242 -0.119
shet 0.682 -0.181 -0.387

WSE =1y 0.653 -0.317 0.199
sS=E -0.121 0.892 0.165
A2 -0.130 0.863 0.208

= RoRSRel -0.285 0.830 0.189
Azts A & -0.187 0.744 0.268
7l&0| & -0.315 0.705 0.347
HEAYF -0.331 0.684 0.348
Hokgt -0.247 0.309 0.740
HRES 0.074 0.379 0.730
At -0.072 0.223 0.641
Eigenvalue 6.055 4.385 2215
A5 F %) 33.642 24.358 12.304
+ M2 LH%) 33.642 58.000 70.304
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RMSEA=03824] 2% A3%E°]

Ebytrh 719 A Eel O
loadings) = =57 2
A tHHair et al., 2006).

ofi
hn
off
w
=
Q)
=}
)
g
N
@
O,

F 19> Zeld g FB A (CFA)
A7y EMds= |Z&=st A= | 225 A= SE. t-value CR
A 0.70 0.70 0.061 1145
Mg © A
o SV 0.86 0.86 0.056 1535 | 0973
L 093 093 0.054 1727
S 0.83 0.83 0.057 1475
A 72 L7044 088 088 0,055 16.05
oj7i =l 0.981
x| 3444 Z 25 0.88 0.88 0.055 1622
NE 0.88 0.88 0.055 16.10
MUk x@okE | 088 0.88 0.055 16.15
zole | DRHH OIE 0.89 0.89 0.054 g |
s xexed o= | 083 0.82 0.057 1427 '
22| o= 0.88 0.88 0.055 16.16
=5 oi= 075 075 0.059 1256
27 NYUFH ot 0.88 0.88 0.054 1622
o i 0.982
e T 090 090 0.054 1663
IAYS orE 093 093 0.052 1787
u 0.9 092 0,053 1730
MulA E3 e 0.88 0.88 0.054 1626 | 0978
=2 0.9 0.9 0.053 1731
MM 0.69 0.69 0.067 1031
AR Ay 0.952
=xax 093 093 0.065 1433
=t7]20] 2| 0.80 0.80 0.060 1329
MEA MDl| DS 0.88 0.88 0.057 1530 | 0970
=xi4olg 074 074 0.062 1168
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ES AFEHA 7Y

validity)& AEst7] flste] HMNE=

o
¢
ry

AESA=Y, <E 20> 2o 2 A3 AT 95%

¢
10o] EFH QA Qo 74 AEe] Az Uty @

1981a). B3t AVEZke] A7l el daAsgel A =24 vehd 2F 7

AANEE grol ddERAgo] Uas

<X 20> WsEd U AAFAA (O matrix)

I 8.t (Bagozzi,

7] #¥ el (discriminant
AL YEIE Odmatrixs
A Z - 7HP2s.e.)0l)

8015} tH(Fornell and Lacker, 1981).

L O I
Re | oE 23 gy | 43
Al EEX| gk 0.925 062 0.53 0.4 0.58 0.32 0.46
2AoHHE
= 0.79(0.03) 0.931 0.40 0.59 0.77 0.29 0.41
x| g4
ZH|TE| 0.73(0.04) | 0.63(0.05 0.931 0.49 044 0.46 0.36
uZgkE | 0.80(0.03) | 0.77(0.03 | 0.70(0.04) 0.932 0.79 0.30 0.59
IEIES
= x| 0.76(0.04) | 0.88(0.02) | 0.66(0.04) | 0.89(0.02) 0.939 0.36 0.52
=
HMH
ol 0.57(0.06) | 0.54(0.06) | 0.68(0.05) | 0.55(0.06) | 0.60(0.06) 0.910 0.25
NEES
HA;;* 0.63(0.05) | 0.64(0.05 | 0.600.05) | 0.77(0.04) | 0.72(0.04) | 0.50(0.06) | 0.970
() EZQRL 2N - AVE, DA 2t Ak o JEY

A2d 7Hd AT

Ao s AFsty] flske] LISREL 8.0& ol&ste] WA AR

EEo AgAFE AL 23 x2=263.76(p=.00064),
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GFI=90, AGFI=87, CFI=99, NFI=98 RMR=.037, RMSEA=.041% \}e}y5itt
FoIxl A= o] A G Xggo]l dwtA &8 fFelaol s ol A A4

2 NMEEe PEeted FEvh g8 Ao Asled ti(Hair et al, 2006).

2. 7H2AE

Mg 4 BRAFES FARATE <G 21> vERE vlel o] wiAY
AR SFHADE=HRY] HA] HI-1(t=583)2 Fo 3 e nA= Ao
H, PHAG AR 2 arAREESIke] Al H1-2(t=3.13) =
T FEFE vAE Aoz veht AdE A vpAG A FA I e g

o AR HI-3(t=250)% o3 F&F2 vA= Aoz veh Ae Qe
€]

o
i
o
i
=
i)
32
o

BAVAE A EAE L TG Fae] BAof Fo3F JEgLe v Xx G A
o2 Ve H2-1(t=1.37) 71ZESlen, AAvAE RS S L=
= Fo% 9SS v Ax E= Aoz veh) H2-2(t=-1.67)% 7]|Z-= o} 8

WopATAR AR e] AulsEL] vHE G H2-3(=84DE )T

A, FALNED nARERe] BA H3-1(=213)E Fa FFL n)

Ar Aem Vet AgHgen, Sgduse A4 Age vA:

R AMH|AaFA 3 aAvkSe] AAQl HA-1(t=6.37)2 o]’ F3F2 vl
A= Ao vy AEEon, MulaEds AAA Ay A4
H4-2t=252)% e 4F& w2 sz vept Aok ubd) A

O
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2FAe] AFA o] WA= G HA-3(t=0.82)2 F2& Fas wAA
PR o 2 ARk gatE A ake] ARl H5-1(t=-114)= Fo7 o
g2 mAA B dow et 7| 4Eg o, nvEe] A% A b

A= G H5-2(t=347L o3 & A= Aoz vehy Qe =)

<( 21> MAEARF

JHdE=E HAEAS SE t-value
Hi-1: A|EX| 8 ->TH TS 0.63 0.110 588
Hi-20 Al ZHx| gt Hats 0.30 0.094 3.13
H1-3 A|EX| et —AMu|AEE 0.20 0.078 254
Ho-1: ZtA b7 e X -SSP A ots 0.14 0.100 1.37
Ho-2: 2tA| oA e x| gd—>THot= -0.19 0.110 -1.67
Ho-3: 2t 0tH 8 X & —Mu| A Z A 0.72 0.085 844
H3-1: St E—>nat=s 0.14 0.066 213
H3-2: S THE—M A &y 0.57 0.110 540
H3-3 S THE—-A F& M1} 0.09 0.081 1.15
H4-1: Mu|ASZE>THALE 0.74 0.120 6.37
H4-2: Mu|ASZ>EAME A 0.4 0.160 252
H4-3: MH|A SRS EX M) 0.12 0.150 0.82
H5-1: DA TtEH A A -0.20 0.180 -1.14
H5-2: D HetZ > S &M} 0.61 0.180 347
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Employee
Satisfaction

Orientation

5.40(0.11)

Emotional
Well-being

1.14(0.18)..<

Customer

Financial
Performance
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137(010)

< 1.67(0.11)

Relationship

Marketing
Crientation

8.44(0.085)
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