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ABSTRACT

The Impacts of Relationship Marketing on
Customer Loyalty through Customer Satisfaction

Among Indoor Skiers

Se—Hun, Moon
Advisor : Prof. Myeongsu, Jeong, Ph.D.
Department of Physical Education

Graduate School of Chosun University

The purpose of the present study is to examine the causal
relationships  between  relationship  marketing  factors, customer
satisfaction, and customer loyalty among customers of the indoor ski
slopes, and to draw out theoretical and practical implications in

terms of the enhancement of customer loyalty.

A comprehensive literature review on relationship marketing,
customer satisfaction and customer loyalty was undertaken to study
the current state of knowledge about the content and scope of
customer loyalty in the realm of the indoor ski slopes. According to
the results of literature review, a research model was identified and
four hypotheses were proposed to test the structural relationships

between the aforementioned variables.

The survey included a number of questions designed to explore

customer loyalty of indoor skiers and its determinants. The study
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was undertaken in G Metropolitan City. Between December 2016 and
January 2017, anonymous questionnaires were sent to a sample of 450
indoor skiers selected conveniently from the one indoor ski slope. A total
of 420 questionnaires were analyzed by way of such statistical analysis
as descriptive  statistics, reliability analysis, correlation analysis,
confirmatory factor analysis, t—test, ANOVA and SEM(structural

equation modeling).

The major results of the present study are as follows. First,
according to the test results of measurement model, convergent validity
was obtained for all the constructs in the research model. Second, upon
estimation employing the SEM procedure, the current study vyielded a
relatively good fit given the sample data with %°=86.068, df=28,
p=0.000, GF1=0.963, TLI=0.900, CFI=0.938, and RMSEA=0.070.

Third, the present study identified a number of significant causal
relationships between relationship marketing factors, c¢ relationship
marketing factors, c¢ relatioof the indoor skiers: (1) Relationship
marketing factors could have a significant positive effect etiactors, c
relati; (2) Relationship marketing factors could have a significant
positive effect etiactors, cnship market; (3) Customer satisfaction
could have a significant positive effect on customer loyalty.

In addition, one hypothesis was tested with regard to the mediating
effect of customer satisfaction between relationship marketing factors
and customer loyalty of the indoor skiers. According to the result of the
test, relationship marketing factors are indirectly related to customer
loyalty through customer satisfaction.

Finally, based on the results of the study, theoretical and practical

implications and suggestions were discussed. Further studies were also

_Vi_
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recommended to examine the various aspects of customer satisfaction

and customer loyalty of the indoor skiers.

Key words: indoor ski slopes, relationship marketing, customer

satisfaction, customer loyalty
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Ao, ANAA AN AT SolFEo 2
4| Se= gel Zo g BEa 3.96 | 0.82 | —-0.14|-1.01
10, AR oz Auz7ge] AFshe AL o
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3 A4-3> WA Qe thek el el A

%}ﬂ ERAEN HlE%_i} E—iFﬁ} B 2
iy aArsF | [Q1FF ot
HA WA 1 1.000 0.813 - -
aE | BAAEL2 0.931 0.835 0.099 9.420™
HA WA E 3 0.504 0.448 0.063 8.057"
HA WA E 6 1.000 0.445 - -
A4 | BAnART 1.392 0.645 0.431 3.228™
SA WA E 8 0.814 0.368 0.199 4.089™
HARAR20 1.000 0.433 - -
HARAE21 1.135 0.496 0.179 6.328™
Al A HARAR22 1.544 0.498 0.244 6.340™"
HARAE23 1.943 0.740 0.268 7.261"
HA A 24 1.675 0.680 0.233 7.175™
RURLE ) 1.000 0.717 - —
A A AT 0.889 0.775 0.085 10.454™
Al A 0.921 0.651 0.088 10.414™
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TE A Ao o CR. p
AZAF
FAVAE Qo> AF A= 0.559 0.396 0.214 2.617 0.009
FAnAE Qo> ATE T 1.207 1.260 0.121 | 10.004 ok
IS S MNEA T 0.607 0.412 0.189 3.204 0.001
SA R
AAH->FAAEAY 2]l —0.047 | —0.069 | 0.041 | —-1.147 | 0.251
AN 0.016 0.025 0.040 0.407 0.684
AH-I NS E -0.002 | —0.002 | 0.047 | —0.051 | 0.959
AAd->AARAY 8]l 0.045 0.066 0.041 1.098 0.272
AA->n NN % 0.021 0.033 0.040 0.531 0.595
2> M= T 0.023 0.024 0.047 0.493 0.622
AAFAY 82 0.009
oAl
A AATE 1.590
(SMC)
AT E 0.742
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e e
o GFI (0.9 °]4h) 0.963
24
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RMSEA (0.08°]3&}) 0.070
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