2309 a7

— 12 <
B A= Al AMujofx B3] F_AIEE I fAES FA45=Y a8 &8
g & 9= REFA(modular construction) FE]e] nlAE] nElS Aolslt) uA &

A

of YFe Fr Fa Wl VIR, AT, Azlz Prsky, 442 4% F 9
shelmae ARk, PR, HEEE By Rae H48ste] S8 EAs)
ol Het Bhel e B gow PG theow AsgEe Aduls, Sus,
Akl ge] oz PaAc iAo A A ABAA] e Alzlsh A
= PR 7, oS0 Fom FH AHEs e Heh B AT

A Fgsked olgA B89 5 e
el Zmds SlElYl JF] Aol A

B e

i %lﬁ}.

* AlEuista e} Bul4r, E-mail © jihern@sejong.ac kr

(=2 =12y 2016, 12, 23 (=2 2mely 2017, 05, 22 (IR} &2y 2017, 05, 26

~ 67 -



68

o
[i3°)
r8

241412

7= A FollA AltarA e ——,EJ‘%_UFE 71374 8] -;Tzl(customer retention)®] ©] & o
He 2l 2005). 3] 21&Q0EY, o]5EAl, B3 Zo] A
oy Aol 79 gk wjotzl 3'_7%‘% o] 2elsls ol B AR o Be 2wt
Hlgo] 299 Ao FATrEn oo wla} LG Za Ao wle Irta LKA,
AEE 2011). Ak MuAS ATel= 7950 nAGA Y o 2 BAL 7E Zul)

P ol A T A e 4 Yok

A, Trekek ded ‘ﬁ(switching barrier) 2 13 ‘H SHH Ao ZhQlshd RESAHA] RS
Yehw o BAsE Qs 44 gk dE S, 54 7igel HYl AHAE 34zt
N £ow el 4GS e 29, ke Ea um ool AT T ThE AE
0@ AR A 44 @ Aolth. nA] it AR ofr] 39| B, w7
4 v]-8-E(monetary or nonmonetary cos)Z ARSI 4= glom Z}zho] QolEe Aok

7] Aol tiykgel w $7F 52 7HAsHAl "tk(Jones, Mothersbaugh, & Beatty, 2002;
Burnham, Judy, & Vijay, 2003). 3FA|9F 252 H3gs o] ARt we} 1 37|71 skt
o B8l ol& FasM aeehA| @ AdFol e, s 7 Al X@V“ﬁ"] a7y
9] oapaA el viAl= &3t vl Aot gk Fang TR R gk 3
o oJal djH o volx= 5do] vt whebd i B BAl=E ek 317-‘1‘2% AE
A AR A2 Ak AMrlzollA 41 o] ofyztar & 4= St

A, Al MHIAE AlEshs 719S vE AAAES] &RA) b Blad Jggk uy
ARE HE F 9ol 2y T2 9 e IAFAE Y% vl CRMEE
(Customer Relationship Marketing)©] 7}Fs3lth oli= ZAFA7F b AL onfsh= A
< Aa ofyn, IA[AE fJeiA] I9HE CRMOl| FAke= Hgo] 84S =9 T 3
7¥Fs7dol vk= s onlgitt, iR gk it 1S EfAbe] CRM ZE2 9] f-Y 5]
oAl gglsly)= e A8 T e el

B AoxE o)X | AloFE AulzellN] aAFAPL 53] Fasithal Q12ged wet AR
Aol FFE & F I= HFEE 82152 Fohlo] ofF vHIIY RHE e R AAZI
‘TAGA] BEA| RS FE=Fe AL EEE sl B8 RETA)(modular construction) &

e mde sl olgAlel wet tke BES L B S Qi fade Tk

o
oX,
o
2
X‘L‘
02i
1®

2 o0
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Rdls ARbstaal gy, Jhbe Ruls F8 SAAHS A fAlE(retention rate)& F78
g 4 Qiohd, E Al ] TSR ok APERERES SR 4 o] 1ol ok walet
T T8% 7= ARE F g Aot

2 Aol #E VEdTe A 2 fAE(etention rate)oll FE F= 8ol #
(e

Sk Ao} BElS FESHE WHE B TR UHE § Stk 53] RdlS 753
2838 £ = gk HHEE 3 E Ao x93 ZEFA(modular construction) B
218 Hgate] A" 2dlg vl ATFES FAZSE AFEEE S5

A §AEE S ATAEC] QRE BAL AL FAZ WA FAE FFS
F= Helo) i3t 7= I B2t u¢- s R Eo] gt (Fornell 1992, Anderson and
Sullivan 1993, Jones and Sasser 1995), o2 £W, Jones and Sasser(1995)+= TFEEE7} /-4

= Eabl aelEE gebd 4 9ee . 5, Al Akl AHulEol
Hlw A vhe Z5E ol Ak APl Hla] 3% F-Z(monopoly) 2 HgH|-go] =& W4,
._‘Il

WEEe] Fb} 48 F7HE ool At JAOR oFF £ 9eg B

g Al AfRlzel 23S = 1 FARE gk s Bl 29l 20009 %e] 01
A olFFAl AHIAE FAle R HhAEle] 9th(Kim, Park, & Jeong, 2004; Seo, Ranganathan,
& Babad, 2008; Shin & Kim, 2008). °]&|3t A7E59] Ays nfggos A {A&o 33F

TF= 22158 gkt IA WS (satisfaction), A2 (switching barrier), 212 (trust)
o]

A, AL IFA Y F 3 main effect) BBt oz} o2 WHEETS] JoAE-
E¥Hinteraction effect)7} Yth= Aol thokst ATE &3] 9 HtHGremler & Brown 1996).
o2 5, Lee, Lee and Freick(2001)2 ZT&F1o] RRIAZ AMH|AE o2 3k AFAT-
olN WELr} 17 FAE nXE= &7t [A3H]E(switching cost)ol] oJ8] ZAES B

o} w3k theksl 7o) gAY MR WL (satisfaction) 9} 212 (trust) o] T
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sto] 7 7EA] Jide] BEAde AR dH o R vE2n aAFAo) A543 empirical
effec)E Foh= A2 B JtHGeyskens, Steenkamp, & Kumar, 1998), Ranaweera and Prabhu
(2003) 71&A72HE T3 £ wl, 1AFA ] FFS T+ T8 Aol vEE, dsby
W], N2k 95 o] Sol ARAS] Pl F asel HEAE AR AN T
A4 mag AT ol A5 A

2. BE7A(modular construction) ¥WAl0 2 nlAlE] mdS sjdlsl oI+

BETA WS Aes e oAl viAY 2l Lidde(1975)0] A|RFgE BRANDAID
243} Larreche and Srinivasan(1982)¢] A|QFgH STRATPORTZ} Ut} BRANDAID Rdle-
ADBUDG R3¢ 53 Ao B3t olsjel Tt opEe marketing mix)st #o)%
(Sales)Z}e] FAIE rd=E FA35}3 0™ STRATPORT RElL o7 7l¢] BU(Business Unit)
S 7R 7199 HH TEZE S #YE A% RS Adse mdojtt

2E A 545 BRANDAID R4S F4lo2 AujHi BRANDAID Rdle 53
Ao Bz o dufjeR(o]un) ufjeke] @oj= Fdo] ofd 1S V|Fo = St v)ge FH)S
T F Edl(main model)S “FF dmfEk(Reference Sales) x [[(MHAIEY 2~ &3h)'=2 -
Aty F8 HAEHSE 5F RYl(submodel) 32 AR A E(direct index)Z Y&ES &
Qs shelet. vl AE gl thsl Z2te] Welo] 7k F &t olslo] ofe] el
o] ZA%td FER vehte Fsae 527t Qlvkes a3 sl 34121e] e (multiplicative
form o &2 FHsIAH. o]Hgt & AN gt HdEs TFH R defsty, I
ofiitoll whe} aF9] RulS W, A9, FUFE F e FA BYolge Hold &8t
- Yok S 7R

ghek FAEAL S 1 FA1E&-S BRANDAID RHlo] gl l-g-A|7Ivkd, 17
Aol s Fo= Q% v, A, AEE ZFZF BRANDAID R9e| whAER] 20k
FAl Aslme FHs Aol Asaith =, w48 241 98 B A
E(Reference Retention rate) x [[(WHE%, gy Azg)'e] = »dlS #5538 4 Qi) o}
A, & AFoME 71E dA7ERE Tt A fAEe 93 = F ARSI
L, A, AR st o5 aARAlE] g F 53 % A5AE avs

BRANDAID EHl¢] g /23 ARgsiA F-dstaat gt

i

=

ol

Jo
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m, Bl

B Ao Arelaa) sl 2Ele I F Edl(main model)® 3¢ R E(submodel)
2 FAEY F 2o 34 fAEY ISR, Ay, A=) AAE FASH

U‘éolfﬂ OHE'_% A fAE] e T WS, A9, AEE A F 9 A

F ude 4 2 AFERES FRe] AF wdsh 24§48 4] 9
2 s

TollA BAE THAE BIEE Ho ARdE Rl 7P

e

(1) 71eixt = R A @HRE 8 22

VIR ABRES] ARARMWSE IR AR Thla 55 ARA AR
Rl R 4 gk, w8 A1 7K S AN AZRIR SRS B BAs
ASRIE B QA e o2 T 4 Sich, vie) AndEe] AR e
NEANA O R ok el 4 1A §Age] Fow T8 glovl, A4 B
Sold ABAER A8F 7R 2iE A BAS()e] ofg s 12 F ALASE
Vg AEshe HEK)e) Fom eIl 0% Faow ekl Figure 19} 2t

[Figure 1] Z1RIxt = AIEE7E T 22

M, (1) - A1) ABIES] A
n,(t) A7) eLH_EA A %
N(t) o) A A 7
R,(1) - 1e] aBRE 17 §%)

Hl=

K1) ke g
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(2 1 7Xlg =8 22

I FAE TS T 290 I EdATA AR A} o] wEL(S), 3
@), AHDE TAEY F 239 24 335 2Aea9E a8ste] o)g A W Fo
zAEI AT 2 FAES 15 9A] oot SR ‘min FFE T S
At Ao BAR 10812 s 2218 3k o), SAF B (S-shape) 22 7134

lo] 7Fseltt. ol e YehH [Figure 2)

il E

.

S (response curve) FENZ EHT|=

o} 2t

POV

[Figure 2] 12 |X|g = D&

r,(8) =7,(0) % SBT(t)

R, (t) = Min[1,r,(t)]

n GREo JFS T 7R 22A(SBD)

- S 3R B tigk FuiFel vEE vlE

- B:71F A1 div] A3 vlE

- T: 71 A die] 2= vg

FeAg a9e s 34 2

71EA1e] SBTR WUrolA] HEshnommalized) ¥ HlE 44
17 §AELe 18T F 5 Qe

AABA=e] FAEE FL3A T

2. 391 =d

3 T AV WS skl Bl st Azs 7Asks Alte
s UA] 2dg A Y A4 AR(direct index)® JHT & Q=S shQlk. 9

sl g2 Aok AH|= T hdel &Il o]E HE3t & 37 A




AKY Aol IAGA Bl I8 AR - FHEE A7

2] 12](compensatory rule) 0% H|Ae] Tigt B ololzlck 4T 4+ ik ule}
A, #EEE B4 Bdmuli-amibue mode)e A1l S 71EAw)sh S0 of
3 P & T RO Whd F Y ol A4 BAlsel ik WK ol
T A MR FE 5 vk o2 A £A0% el [Figure 37} Lk

[Figure 3] &cHY 2UARE FHRIFH(SBT ZollM Sofl siZEl= F2)

S§= 5(t)/5(0)
S(t) = DJw g (e (£)/Dw,; (te; ()
S(0) = EwAi(O)eAi(0)/iji(0)eji(0)

n S TIEAA Y] SR HlE

m S(t) AR jEHE gy WEE

B A BAE VR FeEH AZshe A tigk B w < e) 71
o 14 Ba=

mowy,(t) AR A BRES] WA 4o Fow

DA A BAlse] i) 299 tigh Bt

A jEREe] sS40 Faw

H e (t
Ai

. (t
ji

~— —

S8 Fa%(w)sh S T B ) PP ARUACIAS FHEs 2 )%
Aol W 4 AAe] Wsle] g weT ol F o ARsleld 4R (Table
17 ek,

(Table 1) £49o| STt &dof cHst HIt &3t

£H9| ZR&(w) £Mof| chEh Eote)
= w(t) = f(t) A7 AR AfrdAlelde]

- elt) = f (A=A Wl MCe] 73
a7

- 71 | uE %, MR o
FEEAN T

- &A1 9] HE2 A AR, MC9
+2&3= BRANDAIDS] ads 238
287V

T}

- &£49 FaEE A" ARryAelAd
(oJzt MO)ell of3f Wzt

- MCe= 77 34 e] wel §-8] 149
wg FA HSAA LAFA|e} At
Gl g3k

- w¢ MC BA+= BRANDAIDS] ads 23
g
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oJhE F7) 91 HehE wEmel e

[¢] =
Advgshd (Table 2) 3} 2},

WN
rir
fo
re
)
il

o ZTlEul Aol 285}

(Table 2) Z=TnEQIEUHO| HiA UFRE

- 7HA 2Rl &, PR, A, 8T

SIECo| osle - F8 MEBI=(major leading brand)ol] et oAAAS HelA
m A ﬁ% " 37} wkal(compensatory rule)o] Z-gE= vbd | Ao]ETV &
= HARUDUS ] ) malso) e siRAe 17E sl o ulugkd 2
2, APAEF2] oAb (lexicographic rule)e] #1849 4 e

- &8 FawUt ARke] 38 BAIgle] 44
EMO| ZLEW) - 7do] T3l E 98] Arr(constant) 2 7HY
- @, S40] 2aws} ol At WAL BhE

- oy HI=E FA AR B AES 7Rk 29 U B2A

R -

) A 5F 7= ~ i =
2A0] Chst B7He) ooz g Uist Hr= X|(perception) A

- 40 WAl Fa Enk ozl Akx], TM So] ZTzwMel] oJ3ks
ol uhg (P, Tewd w2 E 1)

T

(2) Hakah(Switching Barrier)

Shin and Kim(2008)o] w2 3PS A 2jH]-&(transactional cost : |3} TR), Th<5H]
S(learning cost : 0|3} LE), A|2FH]-8(contractual cost : ©]8} CO)ZE UFo] B 4= 3o A
o] Aldo] bl wet 24zt F3te] Fejrt vhEA vEbd 4 loh(Figure 4] 3.

[Figure 4] MetEHS Fdsh= MEH|2o| 7Y
- N\
Hage
Ch TR2
\ TR1
S
\ LE1
AN LE2
= TRI1, TR2: A2fe]& S8 1,2
- Coi Aol
* LE1,LE2: &&H|8 8¢ 1.2
co
Al
T1 (A°F17])
J




Ak Alzse) aAGA eI 99 AR - FAEd A7

= MHIAE o] 8shs 7IRto] AoldsS ddlo] Frfste] WAsh= HRoR AYES]

E, A7 &}l 55 Eehr, AleriRe] AojRel el FEd] Tlshe e Hlt
(TR1). Wk AAIF A F7telelo] S0 73 W7 Al 712717 s 7hked] e
= ITHTR2). 3, LEE A2e Bl 7idshr] #fal] shashot] = vl6o= AR
wAgle] dAshal & 4= QIUKLED. ShA[Rt, B4 Bil=e] zew/do] ji7] ARjel HE
2 3e A er vhopd 73S QITHLE2). vHAREe R COe 27 A9k Al ol whE
5 o= drlshs Aoz Ao el whet ) sfste] wir|A = 719 0
of 7l Hvt. wbA, 27t ek A0 deds FAs] s 37HA] BlE-
o &5 Tl FHHeR A davt ok ol FHe® Yehld [Figure 519k 2t

il

(&3
o

[Figure 5] AHX FMabds FHDSHSBTZHEMAM B sHEls F&)

\
J

B= B(t)/B(0)
Blt)= TR(t)+ < (t)+ CO(t)
B(0)= TR(t)+ < (0)+ co(0)

= B:tARe] AER g = B(t) : tA1e] Wekge
= B(0) : 048] A = TR(t) : A1) Al
= LE(t) : 1219] Shulg = COt) : tA149] Aokalg

Aels Ak 29ES 2SIl Aol #1881 (Table 3) 9} 2t

1—
Y

(Table 3) ZTDHQIEUIO| ey

- Ale7|zke] 14, 3d @& Ho] glow, Aozt wlet Ar|eels AlF
PAE T2 - ol 7131111]%—5 o17] glall 4, 59 wke] Aeke AT Qe
= - AE G A A7ERIESS I olHMo]~(DB)E #EFtaL 9l

ovg {\_]‘E 7tV

- Aubdow Qgsitha 2 5 Qlovk, wRe] aAele AAtel et
ARTMEE ol ufe} thas Sho}

SEHlg | - AAMe FERbIRE B) A AR ARl 395 Bl wet 8%
uge 5 AS

- eske S8 Qs 7Y

How|2 - PR A A Al KBS He fFEeR ARt The
= o

- AR BAQl BHaw AEs Aklete 24 7he
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(3) AIZ|(Trust)

-

el AF(trust) = AH|2= AlFAFG AN service provider or company)©l] thgk 215(0]3
cn2t 7i8 B =(individual brand)el] thet 2=Z|(o]s} IME Y7ol &£ = 9lor
v AEAEEIHe: $3EY, Bie gewgd)) gle & lerne F
T oo FHog Abgdd) Alzle AlAIE wel vizkeiAl Halshs W

SFA]

(%]
ol
&3
o

H 1w }1\_]_?’]-1}:—-

G oA,
A2 71g0] Aol HET 74 Aoz FaXdo] Ad 4 St
[Figure 6] ATHE AlZ| FHDHSBTZEHMTH sHEls F52)
'S N
7=1()/7(0)
7(t) = CT(t) < (t)
7(0) = CcT(0) < (0)
m 7 A AlE vE
m 7(t) : tAIH e AEeE
m 7(0) : 0A1- 9] AP
n CT(t) : t AR MulzAlFdatel gk Al=es
m [7(t) : tA1Ee] 7 Ba=d the AEeE
\ J
(Table 4) FTEQIE{Ullo] AlZ|
71doi| chst 21=|(CT) == ChEk A1)
- AYE ol 1A F - 38 E7HComplain) VOC 71
- 71 $HF FEINAE Y Al =)
(CFa=F + 7t 23 ¢ wro] 384) - 34 o) A7) ol £
- 719 7R 2 AHds : Ao BARIAE B - QtE] Aol E(anti-website)e] 71} &
9 AR d4e FH2ANracking)

@) 17 SxISY Heg F= 20l |
I 8-2]E(retention rate)d]] GBS F= 371A] Q219 Fil= dlolg] HE §Fo uwie)
47 QEA(direct index) E& Bolwde Ea) T3 %e A8 & ok ol2 Fels

™ (Table 5)¢} 2t}
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(Table 5) 24 RAIBU &S F= 291 clolE] 2z Wy o

2dlof| ZRF H|o|e] &2 MEdAISKModel option)
N FRE Aol
ZIF el (Direct Index) | 51 22(Submodel)ofA] ==
&4 FaE @) O
L=
&¢] B7} X ©)
A& O @)
S EUSPY o <
24
AlfH]-& O X
i3] A B 2AFGR ol gk A=) ©) O
A
N BH=o gig Az O )

v, 2ol B ¥ H3 ous

B AFelA Abet Rdle BEY FEModular structure)s 2-835te] ARgAle] o] 8-§
Tof w2t Frdsl(flexible) W, A8 4 glom Ak Mulzox 53] Fad 1A
FAES Feshr] st AL £S5 ATl Joks o] ok 53] 71E AFECIA
I FAEY AT HHE FL QQIER ugHoL wER Ay NE T ¥
3kl glon “SP-‘H 2dls B3l o]50] of¥A i {A &) WHIEEAE FAHeZ B

Gl

AHEE Agste] 2 ‘53101]/‘1 A o] Halz ofgA dd

& % 7 wxq 2wy ast ek 4, ¥ 2
ol Agtele mule w2 HAgd JFE Fi Fa W] hiF dolEE Tk )

ofelgol gltki 71getan alvh ZnERIEY Al Bl AR v} ol 447) A
o Aok AASK Alsel A4 o el el e A4 22N chit eeets}
ARG Fpske Aol ol gtk AR, B4 I it AR Fuske de 4

) ghonl, spAElel FaAsl el shestel 8 Aol k. Pz, ok 05
o] 7 AulA AEEALE o) A} % A4 BAse] ojg ARl HoleE shushs
Aol FFsalAnt, AgARe] ool AL volEE Sushs Je X vk BE, W
9 Algshe BHo] Aule] nulsd] ofe 1 42188 F4 9 Peish Aolehd vl
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A Fa3 dolHE grak= ol ofelgo] Z& Aot} skA, kA v APFE &
A Zug st A4 Bdco fgoJEE SRsol = ojuleoe] Yk

, AR s B vk (compensatory rule)dl] wEF Q1T o] SARAH o]
Folew Esta o] d<esls flaiA Wk AREE A9 FAF Hlo]E (aggregate
data)E AHESHAl Hoh= SHAIZE Stk whbA, &% ARl = THRIE S o] oAbEAS mdl

Ao R, B el ARk male 4] Aldel AFE Bl e nAe
B0 fdsh=(chumdin) B ol gtk Fgstgich. wlebd, BT AFME A1

o] FE A= 7Pkl FH EE S aktsor & Aol

84




Ak Alzse) aAGA eI 99 AR - FAEd A7

295

| =]
a L

HAY, FEE. 2011, THIE A2 FEol tig Aen]E, AR BIE of g e

X g, IAUEAEGAF, 13(3), 1-17.
ol-fA, oA ™. 2005, “HEH|g-o] M3Peol W AIpHS o thek A - AfH|2 71 E ]
ZHANE T2 - nA"E AT, 20(3), 1-28,

Burnham, T, A., Judy, K. F. AND Vijay, M, 2003, “Cutomer switching costs: a typology,

’

antecedents, and consequences’, Journal of the Academy of Marketing Science, 22,
99-113,

Chatrura Ranaweera & Jaideep Prahbu. 2003, “The influence of satisfaction, trust and
switching barriers on customer retention in a continuous purchasing setting’,
International Journal of Service Industry Management, 14(4), 374-395.

Geyskens, 1., J.-B. E. M. Steenkamp, and N, Kumar, 1998, “Generalizations about trust
in marketing channel relationships using meta-analysis”. International Journal of
Research in Marketing, 15(3): 223-48,

Gremler, D, D, and S, W, Brown, 1996, “Service Loyalty: Its Nature, Importance, and
Implications”, in Advancing Service Quality: A Global Perspective, B, Edvardsson,
S. W. Brown, R, Johnston, et al., eds. International Service Quality Association,
171-180.

Jean-Claude Larreche and Srinivansan, 1982, “Strateport: A model for the Evaluation and
Formulation of Business Portfolio Strategies”. Management Science, 2(9), 979-1001,

Johnes M. A., Mothersbaugh, D. L., and Beatty, S. E. 2002, “Why customers stay:
measuring the underlying dimensions of services switching costs and managing
their differential strategic outcomes”, Jjournal of Business Research, 55, 441-450,

Jonathan Lee, Janghyuk Lee and Lawrence Feick. 2001, “The impact of switching costs
on the customer satisfaction-loyalty link: mobile phone service in France”, Journal
of Service Marketing, 15(1), 35-48,

Kim, M, K., Park, M, C,, and Jeong, D, H, 2004, “The effects of customer satisfaction
and switching barrier on customer loyalty in Korean mobile telecommunication

services”, Telecommunication Policy, 28, 145-159,

79



80

o
[i3°)
r8

241412

Larréché, J. C. and Srinivasan, S. 1982, “STRATPORT: A Model for the Evaluation and
Formulation of Business Portfolio Strategies”, Management Science, 28(9), 979-1001,

Lee, J., Lee, J., & Freick, L, 2001, “The impact of switching costs on the customer
satisfaction-loyalty link: Mobile phone service in France”. Jjournal of Services
Marketing, 15(1), 35-48,

Little, J. D, C. 1975, “BRANDAID: A Marketing-Mix MODEL, Part 1: Structure”, Operations
Research, 23(4), 628-655.

Ranaweera, C. and Prabhu, J, 2003, “The influence of satisfaction, trust and switching
barriers on customer retention in a continuous purchasing setting”. International
Journal of Service Industry Management, 14(4), 374-395.

Seo, D, B., Ranganathan, C,, and Babad, Y, 2008, “Two-level model of customer
retention in the US mobile telecommunication service market”, 7Telecommunication
Policy, 32, 182-196,

Shin, D, H, and Kim, W, Y, 2008, “Forecasting customer switching intention in mobile
service: An exploratory study of predictive factors in mobile number portability”,
Technological Forecasting & Social Change, 75, 854-874.

Thorsten, H. T. and Alexander K, 1997. “The Impact of Customer Satisfaction and
Relationship Quality on Customer Retention: A Critical Reassessment and Model

Development”, Psychology & Marketing, 14(8), 737-764,




Ak Alzse) aAGA eI 99 AR - FAEd A7

A Marketing Model to Estimate Customer Retention Rate in a

Continuous Purchase Setting

Kim, Ji-Hern

— [ ABSTRACT

This research develops a marketing model to estimate customer retention rate in a
continuous purchase setting. The model adopts the modular construction method, and
thus it has an advantage of flexibility to change components for customization, The
factors that affect customer retention are classified into three constructs: satisfaction,
switching barrier and trust, Based on multi-attribute model, satisfaction is assessed by a
weighted average of evaluations on important attributes that affect customer satisfaction.
Switching barrier is assessed by summing up transactional cost, learning cost, and
contractual cost. Trust is estimated by multiplication of trust with service provider and
trust with an individual brand. This research explains how to use this model by

presenting an example of Internet service provider,

Key Words : Contractual service, customer retention rate, marketing model, modular

construction, Internet service
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