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The Effects of the Relationship Marketing Strategy of Online Shopping Mall
on Relationship Continuity Intention via Customer Satisfaction
- The Moderating Effect of Switching Cost -

Jeong, Hee Seon

Department of Business Administration, The Graduate School,

Pukyong National University

Abstract

In this study, we analyzed the effects of preferential treatment benefits,
personalization, and communication, which are the relationship marketing
factors of online shopping mall, on the relationship continuity intention
through customer  satisfaction and the control effect of switching cost on
customer satisfaction and relationship continuity intention.

The results of the analysis are as follows.

First, the preferential treatment benefits and communication of the
relationship marketing strategy factors showed a positive (+) influence on
the customer satisfaction, but the personalization did not have a significant
effect on the customer satisfaction. Especially, the preferential treatment
benefits of the relationship marketing strategy factor has the biggest
influence on customer satisfaction.

Second, customer satisfaction due to the relationship marketing strategy
of online shopping mall affects positively (+) on relationship continuity
intention.

Third, the switching cost does not have a moderating effect on the



relationship between customer satisfaction and relationship continuity
intention.

Fourth, based on these results, we discussed the theoretical and
practical implications of this study, limitations of research and future

directions.

Key Words: online relationship marketing strategy, preferential treatment,
personalization, communication, customer satisfaction, switching cost,
relationship continuity intention
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<E 42> NEMEN W BN 20084 A
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CS1 779 134 236 188 143
CS 2 795 145 229 163 120
CS 3 .766 197 205 263 194
CS 4 732 219 246 197 147
CS 5 714 328 330 141 072
CM 1 116 747 .050 215 .037
CM 2 161 717 139 078 197
CM 3 242 770 131 .000 160
CM 4 176 .803 101 .062 .097
RCI 1 355 .034 754 141 136
RCI 2 351 .190 .850 20 .086
RCI 3 305 .216 .854 139 .068
PT 1 370 1Sl .060 746 012
PT 2 282 -.011 .093 779 254
PT 3 208 198 207 125 241
PT 4 -.209 326 301 455 346
PL 1 100 022 -.051 205 .805
PL 2 203 288 169 181 .666
PL 3 187 195 168 078 774
R 7.896 1.897 1.671 1.169 1.016
224(%) 19.632 15.314 13.648 11.994 11.249
FARM(%) | 19.632 34.945 48.593 60.588 71.837
Chron:aCh'S 759 744 822 915 904

AARTEEH(%): 71.837

KMOZ %= (Kaiser's Meyer Olkin) = .900
Bartlett #3834 2 A: <Al Jtol A F=3475.060, df.=171, p=0.000
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Unconstrained model = 548.587(df=290, p<.001)

549.493(df=291, p<.001)
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*p < 0.001
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