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ABSTRACT

A critical review of recent research on customer satisfaction(CS), customer loyalty, relationship
marketing(RM), and customer relationship management(CRM) was conducted. The target articles were
published in four Korean major journals (Korean Management Review, Journal of Korean Marketing
Association, Journal of Consumer Studies, and Asia Marketing Journal) during the period of 2004~2014.
The purpose of this study is to (1) analyze and understand the literature comprehensively and (2) present
future research directions.

The total number of papers was 103: CS(41), customer loyalty(31), RM(14), and CRM(17). The
cumulative publications have increased rapidly during this period. The most popular methodology was
structural equation modeling(SEM), and the ratio between cross-sectional vs. longitudinal data analyses
was 82.7% : 17.3%.

The four research themes have been developing interconnectedly. The starting point was CS, which
has occupied the top position both in academia and practice. Then, the increased interest in the outcome
of CS has led to the abundant research on customer loyalty. Customer loyalty has incorporated the RM
theme focusing on the successful long-run relationship. Soon, CRM technology began to pioneer a new
strategically promising research area of CRM under the RM philosophy.

CS literature has covered the causal modeling of internal and external customer satisfaction, the firm
performance drawn from CS practice, and applications of CS to various settings. Loyalty literature dealt
with conceptualization(or typology) of customer loyalty, loyalty formation process, customer self-brand
identification, brand relationship quality(BRQ) and customer experience. RM and CRM literature share
the conceptual foundations and investigated the topics of common interests such as relationship benefits
and firm performances. The main sub-categories of RM research are BRQ, self-brand identification,
organizational factors, and customer participation. CRM literature has focused on the topics such as
organizational culture, data mining, CRM program, and the dark side of CRM.

Finally, this study provides the geographic maps of four research themes. Not only integrative

interpretations based on the review but also some guidelines for future research are presented.

Keywords: CS (customer satisfaction), Customer Loyalty, RM (relationship marketing), CRM
(customer relationship management)
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olef vs. &4 +/-(37) 1
X2kE 714 +(41) 1
HFUAO M (HZLUET!, peer group HAY) +/n.s.(41) 1

A 21 25
=of(ols) ol = +(1,9,12,24,32,41), -(E2&F—,16) 7

TS +(3,24) 2

=gd=(9%) +(82&—,16), +(32), 2
EAIFRICE + (H|CHEIA/AMZEA A, 11) 1

Zneol DS = (ENHT) +(19,32) 2
_EX Fopsls +(26) 1
Tohg Y +(26) 1
e + (HUHE 8|2~ 28) 1
72T (AlZ], XIX|, HA) +(40) 1
AS|MI(FoIds, I71EN) +(40) 1

A 10 19
X2l 71| +(4,19,35,36) 4

=% +(5,21) 2

S8 HM +(9,21) 2

S5 HM +(—20H%,9,16) 2
of7Hedol K[ZHEl MH|IAZ A (THRER) +(12) 1
A H S (EHH/H |7 /A2 |A]) +(13) 1
Fel +/n.s.(—FHZH, 16) 1
7(|7I-E| -n-.u#M +(’|9) 1
e +(36) 1
A X124 +(36) 1

2 12 16
—— == (9T) -(—RPI, 9) 1
BLL 24z +(19) 1
B MolZel= +(24) 1
A & &
M3ieol F XZHE AMH|AZRES MulA ZE = SERVQUAL, ZRY/Znl/Ez/QMER S iz Xint mo| 7y Mghs| Molsila, A
1 EEXRIS st T ET USSR, of2{st ClAMS 2F Tfspy|Erks FAH Jidel XztE EXZ HUl6l e Jier st iz 2

HEdetam
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SITEAHI#RI(SEX, GENDER) 721(22, 29), ¢tdHE ol = H|F2((36) 3

7| 72((24) 1

=22 72l(32) 1

— A A #2((32) 1
EA"‘ A HHEE w7o| = HIF2((36) 1
ol Hlx LR 7o| = HIFR2I(36) 1

ZE=H HiRel/fol(olel/Eadg, 37) 1

x|2E 2E sl Rof = H|R2((41) 1

E= ojg|x| dleeld Ro| e H|R2|(41) 1

DA 10 11

wHiZE +(3) 1

AP +(3) 1

ESSIE R F X4 ol == HIF72l(28) 1

B LRI Stol 5 72l(31) 1

=2 72l(32) 1

A A 7+2l(32) 1

DA 6 6

SHIHs 7 &/ B/ AR R 22 +(28) 1

DA 3 1
A 65 26 71"

) B i e

o] o] AFE, Ao A LE= RS

e} €S @t Fmole

Asle] Tk

IR P s

o=

EFAR

SRSl

1<E DEX).

7% b st Bl A - Fa uEel o

=

UElstTh & 269 ATl 72 65719 A=

F50] X188 PEw Mg L] 971490 A

FE At

3. LifZ

=
2R el B4 9 =g 3=

Bt
2004~2014\3l= CS9
ez 7R e 288k Tl

N chel ol Ha A £XIQ. 7172 FAY =2Es
() A= diHRl(EE 3.

2

237} 4

MHE(ES)Q| Qlnxet CSQ
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Mgl CS A7 418 5 WFARE(ES)
1477 - 2hdok(2004) <

sl o7

)
=<

e}

M

Wt ol CS A77F A vl Au|2Aaigist Au]
2FEOR AT 1097 A7 WS A Wsk

Aol B7stn rade] 5 B 9 rns

R Sl 2=
o

2 o] 23S

A77} 22l Al gl HE o167t 2 4 .

Teh} 53] Aulagd Al AL BAA =
A pan, Pavels) Fade Bxele A2 £
Aol e, sjrnae] gt Bl el wijw 2ol

WAl tigk Hilelgte dS =HAd Zavt
A2 (satisfaction mirror, Heskett & Sasser
1997) el sidsls WFnARS A7t ¢ A B
St AW A5 =l B sl AollA] A8l
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9 Ane) TR & WEES ANSD A7) drE A A948E Ben k. o] F 3ue wARA A

s|Melr| = z‘z}v‘r. e FAl] tHEth AFA RS v diee] 4
FaARkEoiut age]e] gk A7 F= <l Toll A ARG CS9 #k2 NCSI, KCSI & A=4, o
ARG SAsRe WSE dE B0, dusiw ejRoR A Aokl BrlEe aANEAFA
E, gg4, 98285, 985234, 2 (burn-out), ol& AT 9ol oA HES uke} o] CSe] AP
RS, a2 Y T2, AIHLE o]F oA}, uAY S QTR A% 26| AFelNE AR
AgFdE, A543 55 theol stk 18y nHAE CSe] AR IE Mo ARy tka ofa|d
At A WRDANES thE o] AFeME BHiEd T ik, 2o Aol e, FHoE, FTPFAAEC]
2d2|E] (B esA) o tiek iRz fle] $9A17F W AL FAE, Agee T BE 7o) AR A 4
FuAnEd CSEFe S7H= olofR|= A2E st aAe] AP E F7M7)E BHR olofR= WFE
o At &, e uAEdA BA=FUATL CS o]7] wj&elct.
o} FAEE Eole A 22 vIAYZ (o] A - 2o} Ty 5383 CSe] AGHE AlFA Bl &
2002) 22 YR ASAAE WR-EH=mHARe] o A AFEL 'CSell tiek FApE 2 719delAl 24
e AHo® 4% Al A ATeloh o7 o]do] Hurehe M oAbAHS 913 AR
(2% 6)°] 725 WEAP, o] A7elx ES9] g o diagl 73 3 slg-S = 4 Avhke Aol AUtk
W INE HalevdefE 52k — Halls 594 b Aol AYHor FYeE AW
(HQ1A FUAl — ARB1A FYA) — ESE 7A€ Frjjslo] & H 109 B CSI-AFRF o] gk
o] AHYES A4, Bl A~ delE]7} BS9 2 A 2isiAlel BEAo® A4ErEAs ATaA|
e agl, BHEFAAZL n7l aflelrh. ESe] A Hes FIF & gick
T INZE OS] AH =AY wiel] ESC] 3 (G )3 o] 89| A7t % CSFAPL Feid
AR miRSTE ARl oAl e Fxolt). 3 A3 B ol EE X TEHH R E ATA A
g 7199 BHalsd dx|she 54 v2defE] AldEol Hol| S FE YA B}, AR
W52 gle] zlobsdAlE AA ESl 384 93 + o] sE FAP} ofdS TWshe 83 Aot
o, ESE CS¥ES fodow ZMIE Aow & Fole e, udE(2012)9) ATellA] AAEE Bl 2
AE et ESell #® A4 T CSee] dAE A o] BE 7]9je] ARH oz CSI ol FAlsH =W
& TR o] AF 9o thE AUt 8l ?féjdoloi*i, 2= CSIe] 2hdst g7} AlepAAl g o2M 7]l nf
ES-CS 3t QAo #3d bgl WsEe] HEes AR FX&E o8l APgHR-Eol 2828 + Utk
Akt Aok,
2R ApA] 2HAFR R, AFAMs F
4. CS9| AAM} g, AR v i 52 ARSStaL slow
CSe] APNFE =Ue A+= AUk CS-AFA g
CSAT F 4198 5 oF 20%<] 8] A7} C3s9] A Zhol 7SR 4%, RPI, WOM 9%, Agkel=

it
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.| csel ey | Mpjel - Mojxiz — o
HE T T | e SnirlE A8 | M2 | ey | sgm | 2R | am Hla
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SASRRKK-BP) | KMAC | NF | o | - | 2003 | o | KCHEKEOU
ety tolas
2| ol KOSPI - 2001~2003 KCSlIe| ROSOl Chat
7 Tz KCsl of=0|2E(ROS) KOSDAQ F o) @) o) o2zt
=o|= | 5 -
Xfpt0[2lE (ROA) ’ F | - | o , o |KCSIZ BOAM it
- ACSIe| | ACSIel LOYALTY - CS B4 -4z}
CSI(94) (94) ACSE 1 NF ) © 1994 INA TR
15 ACSIe|
ACSIe] . 0|2 7| 1994~1996 i
: LOYALTY PLSEIELY AN IS - o O | oEZAMpt SofE
CSI(94) o EIES &)
JIFSHROA) |KISLINE| F | o | o |1998720041 ¢ Jiedel, Se=t
18 - KCSl ] 1998~2004 ;FO | E—’Q*T/EEHET-’—'.‘:
RP! KMAC | NF | o© - 2004 | NA. n
- KCS| WOMelE P NF | © - p N.A. +
” Hgto|z , NF | O - ) N.A. -
RPI +(Prel=E A
KCsl | womels ROA KIS-LNE| F | © - ) N.A. +
Heols -
7lei4elA(ROA) |KIS-LINE| F - o | 998(;)2004 o xé(f(flf ) li%%ﬁt)
25 - KCSI 1998~2004 2+ Sei 2l
7|47 IxI(EVA) " F - O & O | g gso| snixel
KCSI | JleselsROA) | Fol - | o [P0 o | csot zunie ms
30 - T o & ey
AT ) - ” Fap 2
RS KNPS | F o o
e A0l ok
38 - CS(&=4)) AdE7E i Y - @ - O | EsETAS ANESt
2t AN
- KCS| 2000~2010 | N.A. | KCSI7} 271
- Y JO— - D E [NA| 7leligszol
39 =gt KIS-LINE | 2= @ - =UAT Relst 2lojHf Cl2
- |[H=EigER) | (CRS) &= agap e | NA | golof ujs) Z2s
- SXRHTA) 7|HXE CHa | NLA. g
) XN=F & HAEA XI=Z(Non-financial data)= ‘NF, Financial datas F2 F7|&
* AXR= cipoleel(22 3.1 (E 1) &%),
“CRSE MM Tzlol ARESS T2k E4m widlst 2419l
T HEHA. o|F ARtollE T VIGFIeR FdskaL JloH,
ARA A IV Bol EYE Wk 2GR 89 % 5l oF AR EsaT. 71
< 9Ju]sk= ROA(Return On Asset) 2 Il what (EVA)E 283 A% 8 5 29 sict.
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oA (2000)lF FFH o7 nEe TS Fof
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718 gk Aot} At ol2A A Re A7 Adolut AlE/A1H]

z9] F8 ol @ F 9 A o A

AHIXE SM1t 23} sl Fe7t gl A gle BES Ause] o
HZ 1067 a9 AFGGoMs okt 2Hzt Tohs Aee FR1E 5 AU
Fe a4E o R AFRYo] Hgulo] gom, =
W Zm]zp B opd e} a9 Amjztel] tig A= X1y DHOEEX|S 4 QERCEEIIDE L
ALk AHRRe] EAL 0S89 AR By & IAREEES ofgA] ofr W o s ZAslube AR
AR AMEEE Aeke] Bkt S83} o]qpoltt. ofn] 7]&of| 7fEo] AME- 21 KOS,
A, AL AR aAI R A HiEeHA NCSI 59| AFE 243 A7= LA AEA 1=
U, 1413 Az} duk Avaie R 2 gl AErgo] Al e A7x 9Qlth NCSIE vl
oiate] At SR nA 2 det ARizkE giide R o] ACSIollA 2= 2488 252 1998 A+HE], KCSI
sta e 7k, WHuATEH(ES) S te d1= 9oy £99 2yog 199238 U o
o] fA - BHdoH(2004) 9 ATt AL, Z1YnAE TR Gt Ao R SR HA ARGE I giTh o]3H4 - 91
AT=E HgE 9](2008)9] A7 st F(2005)2 71&¢] ACSI/NCSI % KCSI 239 &
U 2P ofd 9] AHREE ThE AR S S A8t IS A eEA, oldd dHAE =
LA AT o R 4R ul g ©](2012) 2 7t B3 5 e AEE CSI9) Maders o= Ag
Z MRS Ao R ke 574 - 1E (2004) E=g
o] A7t Atk olE ATE =T vlud FIAE Anlet - FEE(2005) et At vlEYE o
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