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ABSTRACT

The Effect of Golf Club's Service Quality and Customer Relationship

Management (CRM) Program on Customer Loyalty

Song Un Chun
Advisor : Prof. Jeong Myung—Soo. Ph.D.
Department of Physical Education,

Graduate School of Chosun University

The purpose of this study is to analyze the effects of golf club’s service
quality and customer relationship management(CRM) marketing strategy on
customer loyalty in golf club customers and to help attract and secure golf
club customers and promote the golf industry. The subjects of the study
were 257 golf customers(male: 153 and female: 104) who were experienced in
golf in G Metropolitan City and the south and north provinces of J. A
questionnaire survey was conducted on service quality, CRM marketing, and

customer loyalty. The following conclusions were drawn.

1. First, service quality was compared for socio-demographic characteristics.
There was a significant difference in responsiveness and empathy for sex;
in tangibles, reliability, and empathy for age; in tangibles and reliability for

education; in tangibles, reliability, and responsiveness for monthly income;
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in tangibles, reliability, assurance, and empathy for occupation and golf
career; and in tangibles and assurance for golf handicap. Second, for the
comparison of CRM marketing, there was a significant difference in
structure strategy for seX; in customer relationship and structure strategy
for age; in price, customer relationship, social, and structure strategy for
education, monthly income, and golf handicap; in customer relationship,
social, and structure strategy for occupation; and in social strategy for golf
handicap. Third, for the comparison of customer loyalty, there was a
significant difference in attitude for sex and in behavior and attitude for

education, monthly income, occupation, golf career, and golf handicap.

2. Correlation between measurement variables in service quality, CRM
marketing, and customer loyalty was analyzed. Responsiveness of service
quality had a positive correlation with price and customer relationship
strategy of CRM marketing. Tangibles, reliability, and responsiveness of
service quality had a negative correlation with structure strategy of CRM
marketing. Tangibles and reliability of service quality had a negative
correlation with attitude of customer loyalty. Price, customer relationship,
social, and structure strategy of CRM marketing had a positive correlation

with behavior and attitude of customer loyalty.

3. In the regression analysis between service quality and customer loyalty,
reliability and assurance of service quality had a positive effect on
customer loyalty and price, customer relationship, and structure strategy

had a positive effect on customer loyalty.
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Repeated practice improves technique and skills in golf. Based on the
conclusions, when service quality was increased, customers revisited a golf club
and conveyed good opinions to their friends. It contributed to increased customer
loyalty. When staff builds customer trust through active communication, tries for
relationship marketing such as price strategy and CRM marketing, and
approaches regular customers with friendliness, it will greatly contribute to
creating golf club’s profits by attracting new customers and activating the golf

industry.
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8 Q1  a#d P EFAHA} F D Post—hoc
290]3HD 3.95 41
30—39@ 4.34 71
884 5.011 0027 DOB<®
40-493) 3.93 49
5001 4@ 4.03 .60
290]3D 3.97 49
30-39@ 4.02 .36
RER 10.120  .000™  DO<@®@
40-493) 4.05 56
5001 4@ 4.35 A7
290]3HD 4.23 43
30—39@ 4.30 .36
Llasues 658 579
40-493) 4.28 .56
50014@ 4.34 .38
290]8HD 412 .52
30—39@ 4.29 .36
5214 .965 410
40—493) 4.26 49
50014@ 4.26 46
290]5HD) 4.15 A5
30—39@ 3.97 .39
274 3.372 019" 2<0,0,@
40—493) 4.16 43
50014@ 4.21 46
* p<.05, ** p<.01, #xx p<001
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B
Vv

Post—hoc

p

3.97 A1

HD

J|

aFo]

3.683 027" D,@<®

.03

73

4.21

o
Tor

.38

4.48

HD

J|

a1 Fo]

5.637 .004™ ®<D,®@

.05

37

4.05

o
Tor

4.33 43

134D

=
=

345 .709
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40

4.27

o
Tor

4.18 45

o 5HD

=
=
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4.35

o
Tor
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=
=
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o
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* p<.0b, ** p<.01
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4) €3¢ TdE e MuAFE v

<3 11>°A B vpe} o] 9yt o My aEduae F34 804
A 200%km Ry 47422582 7P H& §HS sHQlal,  400-6009H
3.96+.58, 200—400%FY 3.94+.54, 600%kdolat 3.87+.585¢0 R EAFHO
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I 2009 H vk 200400991, 400—600%H, 600k o)A 7ro] freE A}
o7} yEbRtth AlE| A lel A 2008k PIRE 4512512 71 w2 SHS of
R, 400—-6007HY  4.16+.48, 200—400%HY  4.15+.46, 6007 ol

3.92+560 2 EAAHOR p<.0015FNA Fo3t 27 dE Aoz ekt
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400—600%F1 4.33+.42, 200—400%FY 4.26+.48, 600%+Ho) A 4.17+.46%

o2 SAACE p<.0lFEdA ol A7t e ALz YetAtsASS A
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2 9 94 e E=Hz} F D Post—hoc
2009 7HD 4.74 .25
200—400® 3.94 54
884 24.813  .0007  ©,8,®<0
400-6000 3.96 58
6000 4@ 3.87 .58
2007 7HD 4.51 51
200—400© 4.15 46
A=A 8.562 .000™" @ < @D
400-6000 4.16 48
6000] 4@ 3.92 .56
2007 7HD 4.50 44
200—400© 4.26 48
S 4] 3.958  .009” @< O
400-6000 4.33 42
6000] 4@ 4,17 46
200" 7HD 4.24 .25
200—400©2 4.26 A7
5} A1 A .942 421
400-6000 4,27 46
6000] 4@ 4.11 .60
200" 7HD 4.21 A1
200—400© 4,13 A1
T 2.071 104
400-6000 4.20 A7
600°]4@ 3.97 .50

*x p<.01, **x p<.001
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5) A wE Mu2Fd v
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LA 40750502 EAHOZ p< 0154 S 237 dE Ao
2 Uegon AFASS AAS A% V2R, 999 AMFagA 1t
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Fhuj A u] =2 4.18+.48, A9 4.12+£.39%07 EAHoR
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W Te 2, Z1ekeh ArfAu| 24 ghol fof gk zhel 7k yEbsith. a2
ool A 7|5 EF 4.28+428 JMF Ee SHS da, ARH

4.24+.49, A9 4.20£.47,  FujAv]~Z 4.15%.45, A A A
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<E 12> HPWHo] & AMu2EA ¥
8 9 kel Bgd EFEA F D Post—hoc
715222 D 4.24 43
AP A A (2) 4.01 .50
84 J&Uzgfg® 22; 22 6.776  .000™ ®§g<
24 H©® 3.99 57
71 E}®) 4.49 .58
s 22 AD 4.34 .37
A3 A A (D) 4.07 .00
T A E] 2~23) 4.14 51 .
A2 A 2.903  .014" @<0,®
AL D@ 4.10 45
6 4.33 61
71 E}®) 4.12 .33
s 22 AD 4.38 54
AP 3 A A (D) 4.23 48
e B A u] =213 4.32 .04 876 498
AL D@ 4.29 44
26 (5 4.31 .38
71 E}®) 4.40 26
s 223D 4.49 45
A3 A A (D) 4.22 A7
] AR =4 (3 4.18 48
EBAPE) 4,786  .0007"  ©@<D,®
AL D@ 4.21 52
263 (5 4.12 .39
71 E}®) 4.47 .36
715222 D 4.28 A2
AR A Q) 4.09 42
gy AN=AG 415 B g8 0390 ©<0.@.6
AEA@ 4.24 49
26 (5 4.20 A7
7 E+® 3.97 .33

* p<.0b, *xx p<.001
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<3 13> Tz Edo| & AH|2=Ed vl
8 9 ZEd Pt EFH F p Post—hoc
1]t 3.87 .55
1-39® 4.11 52 ,
85 A 3.290 021" ©O<0®
3-59® 3.96 .56
5 0] 2@ 4.18 .68
1d0] 3D 4.11 A1
1-349®@ 4.33 .58 _
A 2] A 3.282 0227 O@<®
3-539@ 4.14 49
5d o] 2@ 4.11 46
1de]stD 4.22 40
1-39® 4.32 A2
13- 1.337 263
3-539@ 4.39 .39
5 d o] &A@ 4.29 A7
1de)stD 4.49 .39
1-39® 4.07 A2
5] A4 8.879 0007 @<
3-539@ 4.23 49
5ol 4@ 4.31 44
1de]stD 4.08 .15
1-39® 4.30 43 3
2744 4.981 0027 O,@®<®@
3-539® 4.14 A7
5ol 4@ 4.04 .50
* p<.05, ** p<.01, *xx p<.001
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7) AYAEe wE AMRj2Fd Ala

<3 14>9M B vpep o] 3 g Mu|~EFdr|ae F-344 a0
A 81€} ©]3F 4.57+59% 7MH =& SS9 ar, 91-100EF 4.08+.43,
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A et 27F e AoE YEeH Al HSS AAISH A3 81EF o]she}
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442482 7} o SurS 519la, 81EF o]lsk 4.39+.37, 82—-90E+

4.23+.51, 91—-100E} 4.13+.41502 EAHOZ p<.0015FoA Ho3
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<¥E 14> ;o] wE Muj A% 8w

2 9 ] e EFHx} F D Post—hoc
81E} oKD 4,57 .59
82—90EH2 3.93 .60
884 14.432  .000™ @<
91-100®) 4.08 43
101€} o] &A@ 3.82 .67
81E} oKD 4.04 .27
82—90EH2) 4.18 .56
N 1.676 173
91-100®) 4.25 .52
101€} o] &A@ 4.14 .49
81€} o)D) 4.34 49
82—90EHD) 4.32 A7
13- .693 557
91-1003) 4.33 .36
101€} o] 4@ 4.23 45
81€} o]sHD 4.39 .37
82—90EHD) 4.23 51
kA1 6.030 0017 B<D,@
91-100®) 4.13 A1
101€} o)A@ 4.42 48
81E} ©]3tD 3.99 .36
82—90EHD) 4.20 .58
T 1.926 126
91-1003) 417 .38
101€} o] 4@ 4.15 .38
wrk p<,001
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3.68

A

.01

3.06

2}

3

423

.644

.03

3.44

A

.04

3.54

A

An

.008™

7.250

.68

3.39

A

#x p<.01
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2) A45E wE nAAA viAY vl

<E 16>4 B vhsh ol AR nAA AP e 1A A
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el A 29A410]8F 4.05+.39% 7HF F& SRS SF3lal, 40—494] 3.61+£.55,
5041014 3.59+.44, 30—394 3.56%.42502 BAHOE p<.0015FolA
Fog 2F e Aem yeEgoen ARHSS AAE A 294 0] s}
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a 9 SEL] JF EFHz} F ) Post—hoc
290] 5D 3.43 A4
17 30—39® 3.21 51
2.210 .087
ZE=F
40-493) 3.42 51
50014@ 3.40 A7
290] 5D 4.05 .39
a7 30-39@ 3.56 42
77 9.248  .0007 ©,0,®<®
A 40-4903) 3.61 .55
500]4@ 3.59 A4
290] 5D 3.71 62
NP 30—39® 3.54 A7
e 2.563 .055
= 40—490 3.54 42
5001 4@ 3.43 54
290] 5D 3.94 51
i 30—39® 3.48 .56
12.457  .000""  ©2,8,H<D
HE=F
40—-493) 3.63 A7
5001 4@ 3.30 62
wix p<,001
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Post—hoc

p

3.60 47

o 31D

=
=

2.615 .075

.40
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3.30
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Tor
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3.64

o 31D

=
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4) 99+ FUE wE 1A BA vAY vl
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o8t zfol7t VEFT. mABAAAZF QA 400—-6009-Y 3.75+.460. 2 7}

ON

FoEe SHS %, 200-400%HY 3.70+.51, 600%rdolA} 3.48+.53,
200%FAmRE 336+ 47w 0% FAACE p<.00lFFodA FY3 27F A=
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<# 18> ¥¥+ FYHd w2 1A3A viAY vl (¢ :wk9))
8 93 ot P F D Post—hoc
2007 7HD 3.01 29
A2 200—400© 3.50 48
o 11.105 .000™ (D<®,3,®
ZE=F
400-6000 3.41 48
6000] 4@ 3.28 48
2007 7HD 3.36 A7
A 9200-400© 3.70 51
A 8.024  .000™ D0<®@,®
A 2k 400-6000 3.75 46
6000] 4@ 3.48 .53
200" 7HD 3.00 14
18] 7 200—400© 3.61 A7
16.875  .000 D0<©,8,@
Z] 2F
= 400-6000 3.58 .55
6000] 4@ 3.59 .53
200" 7HD 2.71 .29
Sz 200—400©2 3.65 .55
33.518  .000™ D<®,3,®
Z] 2F
= 400-6000 3.60 .53
6000] 4@ 3.51 54
#xk p<.001
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5) AYPEel utE nAAA vwiAY vl

<X 19>0A B npe} o] AAE uAAA vpAGH| = A BA A
aRlol A AMFAAA 3.80+.55= 7 HS SRS A, VeEEF
3.73+.47, AEA 3.67+.60, A9Y 3.62+.37, Fujqu]~z 3.62+.44,
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8 < A ot EFHx} F D Post—hoc
7152240 3.50 .33
AR A @) 3.47 48
bAa BAR=AQ) 3.48 45
2.158 .059
daef AEAD 3.33 54
29 A® 3.37 42
71EF® 3.19 .56
7152240 3.73 A7
AR A @) 3.80 .55
)]
A g ~4@ 3,62 44
77 3.451 005 ®<D,®
1
Ay HAE2@ 3.67 .60
AR 16 3.62 .37
71 E}® 3.41 21
7152220 3.70 .36
AR A @) 3.66 .53
s BAEIAAG) 366 44
5.882  .000™"  ®<D,2,®
e AEA@ 3.61 57
263 (5 3.38 54
71 E}® 3.22 27
7152220 3.68 .57
AR A (@) 3.75 .56
FzA  WAEAAG) 3.64 49
7.290 0007 ®<D,2,3
e AEA@D 3.55 61
26 (5 3.28 .65
71EF® 3.19 .37
#% p<.01, *=x* p<.001
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<% 20> 2L w2 nARA vAY Hw@
L ¢ A= BT EZ0x F p Post—hoc
1do]sk@ 3.53 58
—34
2 1-33®@ 3.36 .32
1.796 148
eF
3-549® 3.37 46
5ol @ 3.31 57
1do]3tD 3.69 54
a7 1-39®@ 3.63 .35
A 231 875
A eF 3-549@ 3.62 56
5ol @ 3.66 48
1d o8k 3.71 A1
. 1-39® 3.38 A7
A bl — )
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= 3-59@ 3.52 A7
5ol @ 3.52 .61
1d0]3tD 3.62 52
e 1-34d 3.35 .68
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3-549® 3.56 A8
5ol @ 3.47 .63
* p<.05
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