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AR E 7, diA 73 o A oier
Olsen, & Linh, 2011). o]& &g B =7}
S &A% Junaedi et al., 2022; Saputri & Pranata, 2014). wehA], A& 9} 9=
O] A|Folut AHlzof thak 2] QlA ol Faks wX|H, o]eldt AlE] 9} e H& 1
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& Gomez-Lopez, 2018). T3}, 7]%“)] Absl -, AR RN 222} QHA I = ARLA|, Q1A
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AA AEE FAske Hl 38 TS A, o]FA FAE A= AN T
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s EEHA 1 2 3 4 5 6
2HEEs 3.31 .73
NEE 2.98 .78 .668""
o Fx=&= 3.04 .81 646" 809"
Alg| 3.58 .76 5027 | 411 456"
& 3.62 .72 536" 4097 | .403" g7
IHFZHE 3.62 .75 497 37477 | 4047 | 7317 | 852
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=868), 154 =(Cronbach’ s «=.896) Z5F°l|4 Cronbach’ s « #to] 7]X](Nunnally
& Bernstein, 1994)%1 0.702 73]ttt |24 WA o] FIFHATE WA, ol
g AFES sl MR TSt 2483
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1#H3b7] s Attt =3 Resampling=5,0002 F-E~E & (Bootstrap) <
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431 34T A3, ©UF, AFHE 719 #A
HALso] AF THAHA FFE
a8a AT AT B A

E D Ry A3 BABE

4= coeff. se t D LLCI ULCI
&8 AE

A 1.8374 2517 7.3005 .0000 1.3401 2.3348

stygs .5244 .0742 7_10684 : .0000 .3778 .6710
ELHg 0E

A .7058 1975 3.5734 .0005 .3155 1.0961

sags .1963 .0577 3.4001 .0009 .0822 .3104

A E| .6337 .0553 11.4567 .0000 .5244 .7430

ELHe IMEHE

Al .2558 1784 1.4341 1537 -.0967 .6084

sags .0349 .0519 6714 .5030 -.0678 1375

Az 1733 .0659 2.6290 .0095 .0430 .3036

orE 7267 .0715 10.1704 .0000 .5855 .8679

A

¢
ok
Sh
1z
i

St ZA 2o ek aatis) Avk= <y 29 2ok A4, SASFAN 1S
Ar2ol FaItotal effec)= 50992, FAZHSE Fou|stA] YERSTHE=6.9626,
p<.0D). BEEFolA D AFAHEZ ] A4 &I direct effect)= 03492 Al4H=E AR, ©]
= SAALE For]stA| FUTHE=6714, p>.D).
stAgZ A AFE A uAFAEE Y 71 a¥Kindirect effect)S A wA, 3
2

1733(t=2.6290, pODE Yehgton, RE A7} EAA 2 fon)alyh the o2 3
BEFANAN DEE AX DAFTHERY HHEHRE BY, DT HFo R
k2 .1963(t=3.4001, p<.0D), T=roll A A F A == o e 7267(t=10.1704, p<OD=
o, BE A7t §9550th miA o 2 84S A AHE A BE 1454
EE 7t I ERE AR, S 854 AB 2] P 5244(t=7.0684, p<.0D), Al
oA mEozol Jgke 6337(t=11.4567, p<0D), T=o|A uAFAEZ FFgo
7267(t=10.1704, p{ODZE YERgOom, o] dA BE Azl EAH R o84 Ueht
=2
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<a¥ 2 WHEY =¥ S48F

.0349
(total effect=.5099")

DR R el AFE BEF 500012 FEAEHE AFS AT A= 2
Zth E DA HRo] FADFOA ANHE AH aATEZ WA=
(coeff.=.0909, BootSE=.0465, LLCI=.0054, ULCI=.1890), 3+ &0l A TS AA 117
o v x| = 7 2(coeff.=.1426, BootSE=.0592, LLCI=.0393, ULCI=.2619), 18] 3+7
A AE e} TS £AA 07 AX uAFA ol v X]= 7 Z(coeff.=.2415, BootSE=.0626,
LLCI=1314, ULCI=3762)= =7 95% 21273k W wizl &#ke] Alggho] shehgHLLCDZ} %4
HZHULCD Atololl 0o] E3HE] =] ero} BA A 0 2 #9]81A] YebgtHPreacher & Hayes,
2004). THH R W, AL FH INFHE 1o BANA A} wo] 747 e
w7 g oolFul d&E s AoE FRIFHI

ot %

gl

E D FEZEYFES 58 MRS A5 8485

42 coeff. B_ootSIE LLCI ULCI
=51

stdsts .4750 .0873 .3080 .6504
Az BASE — N2l - aASNE

sAss .0909 .0465 .0054 .1890
AR BAPE — ols — IASNE

sAss .1426 .0582 .0383 .2619

A= siAEE — Ne o obE o aA Mg
stAasts 24 0626 1314 .3762

T CD ] - 1 5
FTLCIboot (FAEHS] 9% N 77 oA &
UL Cl=boot 7Hd Ezke] 95% A2 77k Wol A Abargh

2 UERSTHE(,148)=30.0370, zX.01).
A + Ao FRAFIATHR2,147)=112.1179, X.0D.
IAFAE AR FFE VA= Aow EAFHUAG

(F(3,146)=138.6142, zX.0D).



o

ESGAYl sh1850] 1Ae] Uesh B, FH=o) WA P

E O WiARY HS: ARZE
D

ZE coeff. se t LLCI ULCI
ZEHE AE
JNES 2.3939 2229 10.7391 0000 1.9534 2.8344
AtslEts .3967 .0724 5.4806 : .0000 .2537 .5398
EEH OE
A .8713 1946 4.4779 .0000 L4867 1.2558
Alslgts 1011 .0520 1.9456 .0536 -.0016 .2037
N .6852 .0538 12.7381 .0000 .5789 .7915
S5 THEHT
A .2871 1755 1.6363 .1039 -.0597 6339
Alslgts .0092 .0445 .2067 .8365 -.0788 .0972
N 1784 .0660 2.7032 .0077 .0480 .3089
oHE .7374 .0698 10.5677 .0000 .5995 .8753

Sh
1%
(i,
o

2o i3k FFEE) A v <a¥ DI 2k 94, AL EE A 1A
SHERS] FaNE BI=E, FAFSE Fou|stA YERSTHE=4.9012, KX.0D. AH3] 25
N AFHLE ANFHER oA R B3 00922 AL JAAT, ol B4
Ao g fFofulatA] FUTHt=.2067, p.D).

AB oA A EE AX IAFAHER o2& IHHERE AV R, AS|ZEolA
AE|Z29] Jake .3967(t1=5.4806, X.0D), AlF|o|A TAZTAHAERS] FaFe . 1784(t=2.7032,
KODE Yepston, RE AZ7F BAHSE Foretfith. a2, ALS|&EoA Tt
& AA IAFTHER olofA= HHEAE BY, AB|EFA oz P
J1011(t=1.9456, .09)2 FoetA ko), REESoA  uAFAHERY  FIF
7374(t=10.567, K ODZE Vel A2} ottt nir g o2, Al s A AHES
A NS, ANFTAHAER ojojA & HEAE AU EYA, A EEolA A2 FFF
.3967(t=5.4806, 7X.01), AlZ|f| A RFE0 29] Jgk2 6852(t=12.7381, X.01), Toll A 1A
SHAER] Y2 7374(t=10.5677, KODZ YePtom, o] YA BE A2V} FAHS=R
FrefetAl UERRT.

flo X rlo rlo

=

<Id 3 iAEY 29 AEEs

A011 "

AF2I(S)

.0092
(total effect=.3549"")
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N

D ET ) FLI HH o Ei#ﬂ}%] ASS AAIG AaL <E SlA &
UKo AS|EFolA 2HE AH uAFAHEo o] 2= 7 Z(coeff.=.0708, BootSE=.0355,
LLCI=.0056, ULCI=.1456), A}3]&5of A ‘ﬂ-‘i‘—a A IAFHE o2& A=
(coeff.=.0745, BootSE=.0341, LLCI=.0092, ULCI=.1449), 18] 11 A} &5 A A2 e} TH5E&
FAA o R AXH AAFAHL o2+ 7 =Z(coeff.=.2004, BootSE=.0553, LLCI=.1026,
ULCI=3158)0& EF 95% AlE]73F ol A wizf &5ke] Alrgre] shehgLLCDT Z<hak
(ULCD Atelell 0] 3= A] ol TAA R Fo3t3itt. ol T&sHd, A3&sa 1
MNFRE 219 BA A 428} viEo] 242t el 2 o]Fu/) 9T she ZoE
1= At

GE 5 RE2ENYS B3 gasn A5 ASTE
ZE coeff. B_oo_tSIE LLCI ULCI
£50
NEES .3457 .0788 .1948 .5014
UHAZ: AS|gs — ME — DHSHE
NEES .0708 .0355 .0056 .1456
A2 AMEEE — oE - DAEMHT
NEES .0745 .0341 .0092 .1449
vrmﬂi ABEE & A2 — of® & IAHENE
NEES .0553 .1026 .3158
* LLCI=boot 7%33.{44 %% @?7} oA 3Fatgk
**ULCI=boot 7Hd & 32| 95% A= F7F ol A 33kgk
433 A7z A3, BE, IAZFAE 71 #
A F2Eo] M FAZAQA FEFL vAe AT YEPYTHR(,148)=38.8484,
KOD. 3 A7) gl FA A S vA= Zlo] BRI ATHRR,147)=108.9527,
KOD, mpAlEto 2 Ao} wiEo] nAEA R FAH FEFS nA e AOE B Y

ATHE(3,146)=139.6282, X.01).

GE 6 MifRE AS w2

ZE coeff, se t D LLCI ULCI
& MR

Ak 2.2867 2140 10.6842 .0000 1.8638 2.7097

A EEEE .4241 .0680 6.2329 } .0000 .2897 .5586
& 0IF

Al .9454 .1926 4.9084 .0000 .5648 1.3260

Ao Ax=es .0570 .0517 1.1018 .2723 -.0452 .1591

AlE| .7002 .0556 12.5987 .0000 .5904 .8101

Z&apr DMHEMT

Al .2530 1738 1.4558 1476 -.0905 .5965

Ao Ax=es .0396 .0434 0.9129 .3628 -.0462 1255

N .1654 .0670 2.4667 .0148 .0329 .2979

oH= 7339 .0690 10.6383 .0000 5976 .8703
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Mo
1%

d A=l gt avel At tao <Od OoF 2ot A, A7 EE-sol A
IASAHERY TEIE 6I6C=, SAZCE Fom|stA UH’;P/LQ(‘E 5.3732, p<.0D). A
Hj7E28FolM AR WAFHYER ojofA = AR aik= 03962 Al4tE A
B ool TAF SR fForshA] S hTH=9129, p>. .

AW TSN A E AX DAFAHAER ojojA = DA ENE AW EH, Auj+=
oA A2 FaFS 4241(t=6.2329, p<OD), AN IAFHEES] FIF
1654(t=2.4667, p<.09)E UEhtom, RE A27} BAH SR fofn|sigth T2, A
i F2ZEolA BEe AH AASFHYER olofA= leéuiﬂrg B, Zuf 2850l A
o 2ol &S 0570(t=1.1018, p>.DZ Fol8tA] o}, oA IAFAH =)
G2 7339(t=10.6383, pODZE YERY} A=27} F-olstath vpR|ete 2, A uj2E5o
A AR AR O IASHER ojojA= I EHE AR, AujFdsolA A
FE O] FoFE 4241(t=6.2329, p<.0D), AlE|ol| A HHEo = o] FaFe 7002(t 12.5987, p<.0D),
Tol| A AAFAHAEE L] P .7339(=10.6383, pKODE UEFG}OH, o] QA BE H=E
7b BAH LR FofstAl YERA T

1Y O AR 28 ARTERE

Kz E)

.0396
(total effect=.3696™")

FET sl RFEXEHE ASS AARE A3 <& DA & 4 dxo] Aui+x
g5oA AFE AX 1AFAHT o2& 7 Z(coeff.=.0701, BootSE=.0371, LLCI=.0024,
ULCI=1483), Aul7-z=&-soA s AX 1AFAHE o2+ 7 =(coeff.=.0418,
BootSE=.0356, LLCI=.0331, ULCI=1120), 78] 3 o) 72eEolA A9} BEs 314
07 AH wAZH T o] 2 7 2(coeff = 2180, BootSE=0584, LLCI=1172, ULCI=3442)
© 25 95% AE TR Wl A s &2 Alrgko] SFHHLLCDH AZHHULCD Aol
0o] X35 A] o} FAHSE FotATh ol T&sHA, AMi+x &5 IAFAE
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Zke] FA A A F o} wiEo] 247} T Bl o] i) 4EE e A= ARJAHN

o

(B D HEZEHFS 53 a9 45 A28

ZE coeff. BootSE LLCI ULCI
Ao txets 0.3299 0?6?70 0.1836 0.4842
HHAR ATz — M| - IAZNE
Ao xets 0.0701 0.0371 0.0024 0.1483
HHAR ATz — OFE > IAZME
Ao xets 0.0418 0.0356 —0.0331 0.1120
DHAR: ATz gE — pe > 0FE & Q=N
Ao txets 0.2180 0.0584 0.1172 0.3442
*TLCI-boot AP 1] 95% AT2I-71F tolA Farak
**ULCl=boot 7P E7k9] 95% X277k ol A dahgk
EAAINE S8 BokS o, ESGA Y9 el E5E52 AT = AHAA e
m 2] 7| Btk gt S B8l 2P AR 93-S vA= Ao et &, 87, A
3], APz B35 nE uAZA T BRE BA A A9} uEo] uj/fHdEs sl
Ao g IRIF o, o]2H B AFolA A 7HdEC] BT AA AT 2ev ESG
7499 g E T AT AE} IS T uASTHE IS vA = N,
ARSl o} AT 2 ES S ETE 4SS 8 aATA R ST A AoE U
ERstth o] g Ad= ESGA Y S F73te 719 EC] A A2 Ao E 4

Moz 1) AE A7) 91 o] Basiths HE AN,

< 7N R st AATAE e PIA = W, AR Al 22 E S v

=
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<ABSTRACT>

How ESG sub-—activities impact customer trust,
satisfaction, and loyalty

Huh, Jongho®, Hong, Jaewon™*

This study analyzed the simple and double mediated effects of trust and
satisfaction on the relationship between sub-activities of ESG management and
customer loyalty, focusing on the core marketing performance of customer loyalty.
For this purpose, an online survey was conducted targeting 150 consumers, and
the collected data was verified using Process MACRO(Model 6) analysis. The
results show that the sub—activities of ESG management do not directly affect
customer loyalty but indirectly affect it through trust and satisfaction. In other words,
trust and satisfaction play a mediating role in the relationship between environmental,
social, and governance sub—activities of ESG management. In particular, among the
sub—activities of ESG management, environmental activities affect customer loyalty
through trust and satisfaction, while social and governance activities affect customer
loyalty through trust rather than satisfaction. These results suggest that companies
pursuing ESG management should prioritize efforts to gain customer trust in the
social and governance dimensions.

Keywords : ESG(environment, social, governance), Sub—activities of ESG
management, trust, satisfaction, customer loyalty

* First Author, Professor, Dept. of Business Administration, Seoul Women’ s University, hjh@swu.ac.kr
**Corresponding Author, Professor, Dept. of Global Trade, Gyeongsang National University, jwhong@gnu.ac.kr
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