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T B =2 HAE AES) HAFAE A B AT
(Leonidou, 2004). g+# Zm]te] 7hx7hd 3= da] vl =y Ao A o] #A7}F
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b o] Zol A8t #AE VIS e Ao ® B glow, 7|])e] 7HA]
T T3t BAstE BRE wghe] F A EA 5
ArtA oz mAGANA AAZIA S MdL the] A (L5 polysemous) ol
A7 elstal th(Gallarza & Gill, 2006). @A EAlsk= B4 4Abg 3HE ol A
o] 7HAE Fosty] 913 Fo 84w AH| 29t Tz o|tH(Eggert, Ulaga &
Schuliz, 2006). WAl Zall A A 7R AL FARAF He] wgkE = AAVE 8
Tiold, nAY HAES Aoste 7EdgAd el olop ghtk(Lindgreen et
155X dAZER 9] Jid sk vl =y 29k A R] 2t
ol 2AE T Jdon, By =2 dA9 gz AAAYeE
%1 itH(Ulaga & Eggert, 2005).
ZNAHA A 2 a7 = 5AZ 50| AlFoly AuH|ze thsto] dAwiip A
5 Ad=UE FA4ste A ol A Aof7EA] (lifetime value)ebil o,
Ho] Aol wEw, AATNXE DA BRA Y] oS5 AARARA A8 A7 L
o] Yet}ar gtk (Eggert, Ulaga & Schultz, 2006). ©]#] 3 &+
of ofs 7R WErE BATER o] th(Ulaga, 2003). olejer #A7EA 9] A9
A B = Wilson & Jantrania(1995), Ravald & Gronroos(1996)el €]af =<t At}
o548 A= & AFolA ATIstaa e WAV L dA G A
o7 Hu =2 ou|o] AAFERE AR THA S} dAFA TR E At AL
2 BEAFH M E AFTT= Aoty wEb AT AL E] A o
A7 A= 22 7o BAA S v BAHT A BT F RS
st dEAge /A2 AAEdS E 5 Atk ol#d 2= Gutman(1982)%)
=

Woodruff(1997)°  oJ&f Alte et}

N,
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X
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_0|L
l
%0
i

o

_1>~l
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ol
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4 ApgRdst dxsE Rolv, =i
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e AATIAR A S HUE HA0 o7 ek o] &l o7 Ay

AA A E AFHE F8 8ele FFRU <E L-6>TAA et A
PATAES] o8 F

e AAATE] AREL B W,
AR PABY R FRe] AFan ok

<3 IO-6> FAZFA o tist YA Ao 2]

o T} BAZEA S g A
Holbrook 4] 7k (consumption value)®] W& AA WA, AAZEA = 7HA
o Foluh 2MA WL sk AFolt Ausste] 4aHge g wd
1990 25ol4 344
Woodrafl & = o) qmazg G567 skl TR A7, wHulg 5o v
Gardial BEERE
(1996)
aulAEe] AZE AAAE wdeken dolA Auz do] Fi A4
hee & EEAS o AMAE A6 6 949 vEe A mede 4
Ulgado(1997) e e
HaRs o] 8
Woodruff | o8 Aol the A3 mae] Sl Re@ AEH A W 1 &
(1997) ol it Bk BAs A9 A4H AE
McDougall & | 4y g gmo) sistel A28 QA G dald Aol we A
Levesque E A
(2000) T

AR @ Fufj Rz RE ] 2 Zhel o] wolEl Follrie ot
Flint et al.(2002) | &<t3} FHrLE FA8eE 71x9] A2z 93k dAmixtel mAze] &
28
TEAY EF3 st FFAT erFor o]g T F Y= Ao
Eggert & FH 2 —so}ﬂl A HAAE theFst 01911} ghul z}o] o] 3k A Al T
Ulaga(2002) Aol Aoz wW3lo] o]Fojxmz mAHGe] Fa orAAA o)
A 7FR 7} A 2R )
Eggert & TAZFA & A 229F AAAQ Fag2 A EAstE AAALA kY
Ulaga(2006) stH oA 7HH B AFde FLe9
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Gallaeza & HA7E SAASE B AH S afFgoRn A2 Ao sgAE B
Saura(2006) AU =E sl gl A= vgAatele] Aol & owdtha 3
Lindgreen et | ¥7A7FA7F RSt AL Azl wstel viAd o] oo g
al.(2006) Z1EAQ] AL Fad 5
Aztel ZHAE anA S AE R ARIEE ol &shy] fF e
93 £H(2007) Hlgell deh wdA 7hA], ol & Al EAE Hg A= 7EA (hedonic),
oA ek AFS A ThH 2= A e
s AdRATE FYEte At A4

=)

1) ¥4 a9l

SEER

A H 9 (relationship benefit)S 7] ¢] o]
A A AFske AU AqH 20 FEA
o] ¥ 3gsttH(Gwinner et al, 1998). 7113 o] 7140
71918 = FsH o] EA okt stk (Berry, 1995 : Zeithaml & Bitner, 1998;
Parvatiyar & Sheth, 2000).

ZEDEE NI E S

ol

sk A a7

9/]

o9 F 3oz 17| wiol 21 A & Rosenberg & Czepile(1984)8 A13f 174
2 FAFEd Bi uge EAS FAsE Sk vgnd 59 o4dS
ATH AFE FlA A7IstATE AR AAE Fa 7IHel v HYd o
A= W AFE] ofFolHded olE R st <x O-7>3 Zrh
<E O-7> FA#AANA 71e] A= #H
#A #H9 =3 A
9357} Schlesinger & Heskett(1991), Reichheld(1996)

SEEEREEESEE

Aker(1992)

UG ER B

Clark and Payne(1994), Reichheld(1996)

$e A ogs

Reichheld(1996), Sasser(1990)
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Reichheld(1996), Sasser(1990), Schlesinger & Heskett(1991),
TAEH Zeithaml, Berry & Parasuraman(1996)
Reichheld(1996)

S d S Jarvis & Wilcox(1997) O'Boyle & Reichheld(1993)
=4 Zheng Peng(2007), “#AH o] nANZT FAL WX JF Fd A7 MeciE

I MAES =2 0.

HAFAE fall Ao Foatgo] 7bed AUV SH el LAl A A
Tt 29 ouatH (ehe-Tf, ol&7], A=, 2002), Mulx AFA7F o)

a9
Fxo EYS HolA 7] fstel mAd A AlFsE &S on st
(Bowen & Shoemarker, 1998; o] A&, 42 valx, AA=r 2007).

7159 AdATFoAe ol AZste= wAA HMelS AFEA 79 (social
benefits), 412]% <] (psychological benefits), 74 #1% ¥ <](economic benefits),
3743} H 9 (customization benefits), €214 ¥ <l (confidence benefits), 52 H =
1 ¢l (special treatment benefits), ?13 74 2 (risk reducing benefits), ¢JAHZ
Aol &4 #(decision-making efficiency benefits), 2+¢] & (quality of life)
G 5 oy AR YElgth(e] &), FHE, B3y, 2002, Gwinner, Gremler
& Bitner, 1998; Berry, 1995; Sheth & Parvatiyar, 1995).

7159 oy dArEo] dHA R uAY #AACGS dAste Fad 2
Aol v, Gwinner et al.(1998)2 i17o] WS 4= Ql= FAH H]s Hr}
ARl AFH AFE sl ol52 Au|x AFAe} AAE ATz
Mool AL F e HS FRISHA s WA Au| 9} dAuA R o
g dddE HESH

Az #AAHAo] AL A H(social benefits), A#]Z < (psychological

i

Rl

aAw AR zATAE g 4% Wae 1A

benefits), 7 #1% H <} (economic benefits), 7H¥ 3} ¥ 2] (customization benefits)

ol ¥ VA2 TFAES s u<E O-8>.
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<¥ T-8> Gwinner et al.(1998)¢] A Ao F& 3} W&

#ARY Y 73 #ARYY W&

i HAAIo BAZE E3 FAY
8% W ol e, s )
(social benefits) 2 x4 A

AE A A Mg d%
(psychologial ‘Toenefits) /;] A Alsls

gui [}
= ol AFAG A, =g A4, 2

AAA e AR, FrAT 2o FHA Bels Aty B v
)
4 el AAeels SJui SusAR, oplel A TAE, ¥ohH A

(economic benefits)

wEA s OE aAnd o gl BAS Wi 2, e 17
5 1

a3 #H o] Wk& & gle B AU ~(special service)& oW 3.
(customization benefits) | $47 oS 2714 Aulz~ EAQ$ A94 2 gty @
7 5

At&: Gwinner, Kevin P. Dwayne, and M. J. Bithner(1998), “Relational Benefits in Service
Industries; The Customer's Perspective.” Journal of the Academy of Marketing
Science, 26(2), p.101-114

¥ E

ool Al 7]E] AFEolA vERG dAA] FAHQA = A o7t 3l
o] Holu}p B AFEo] Gewinner et al.(1998)2] #AAH] {3 =7tstar

CHC3AFE, e, ol HA, 2007 A, AEF, v, 2008 WLF, o5,

o

A= 2009).
2 ATFolA = o] Aztete= BAA WS A3l 4 | 9 (social benefits), A
2] 4 ¥ < (psychological benefits), 74 A% 3 <] (economic benefits), 11773} H <]

(customization benefits)®] Ul 7}A] o2 FE3to] A5zt sk,

o

(1) A+ A

A3 9 (social benefits) e Mol 7)== HAA sMe1A 2 A (personal
recognition), 2} (rapport), %74, AFS] A A To] x3HEH, n3 FHA7HY
A ] AEr7b =8 Au] oA YERGTHGwinner et al., 1998).

Mul2a7ldE ez AN dSdTelME afsS U7y 2714
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R4

gk Jackson(1985) vl A}<]

F= AA]

Z(added but unsought bonus)’o]&tir A3t =

Tl S AL A o]

Z7

Faow
g

°©

2101 A

4] 2~ 2 A o]
AAHY 9 8 ¥l (service communality) &}

slol a7} wu)7)

o

T

Jackson, 1993; Berry, 1995).

HAZFH A3 A
Goodwin(1994)

—_
fite)

o]

A ko] M RE AL3] A
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[e)
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Ea
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[e)
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Price, Arnould & Hausman(1995)
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= Akbe E71e

o A =
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o =
g} & 4 Qt}(Beatty, 1996).
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=
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=
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=
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=
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EaSe)

sheban A@®SL 9o (Berry, 1995), Al AFAEe] A3

A H]

[e)

194 tH(Gronroos, 1990; Barnes, 1994; Biter, 1995).
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a3 7149
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N

13} H 9 (customization benefits) & M o] 7|d 3 H7] A AAE 7HAA ¥

oRA W wE nAEY 9Y WA A SEd 05, $AF O, 58 B

=}

A EE A AL 5 Auas e Y-S dethi(Gwinner et al,
1998). ZAEL 7d¥d AHEHoR AAE FAFoEM HAH R (optimum
satisfaction) S & 53t= Zo] 7Fesdtttal 3t (Zeithaml, 1981). o] A& 117
2 AH s AlFArE e 71z ek A
35 GA T v e HAHY = AlFstr] wiEoltH(Berry, 2002).
a3t HWele MB|2 AlFATE AAFAE BAAES I BAAS 5] ¢
Holgkar g 4= =4, Croby(1991)+ ‘&4l A
2 Xdst o™, Berry(1983)+= ‘A
H] 2~ 3+ (service augmentation) S 2 ZASFTH mASE T olo| = wrE=xu] A
(tailed service), th2 o] W& 4= gl EXH A H] X (special service), tFE 1L
METh v Bo|l F9E W= Z(extra attention) So] F&% o] gt}
Sheth & Parvatiyar(1995)© &H|2b= 71947 A

Aele] we 919e FAATE AL Tolatnl ozle BAWAY AEA Fol

J}-}

A FHAUAE THHowEM
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)

) BAEY I el

A &} (relationship commitment)S> SATAAE Q&8 A EHA 7] WA 7]

= A%

o

2 A AE89 Axz Jojd 4 dtk(Morgan & Hunt, 1994). H3F
AE5E #AEYS oW =H O] wE FEY L] wEAA A dAnpt 2
o] Fojsta = #AE L AHFAZIHL =7t AER, 2l et & A A
A" AAMEFE v Pty a9t
r & Oh(1987)2 #A=YUS & r
A ofgoletal AHojst o, FV|A BAALES fI8te] @Al A= st

24 s A= mAGA

<
)
X
1B
A
[ o
(i
it}
-
ot
i)
Jfot
rlo

Dwyer, Schu

Anderson & Weitz(1992)= =945 9t 3 AAE AN 7IEH= €9, A

B

[rt
e}
)
=
ofo
ol
&
r o)
)
1o,
r (o]
o
oX
o3l
N
>
ot
oX,
o
utl
ox
Lo
ol
O
22
lo
g
r <]
ol
i
o
1o

Aol At Fzre g ew Al
Morgan & Hunt(1994)= =48 #A7

e Atgtate] BAE AEsE e EE o

i Sl AR M e BAIE A&stE e =deleka skl

Garbarino & Johson(1999)2 719 ¥ #A gl loiA Ao Ae 4 oz, &

AL, A e AA, ARz, AR oletal Aotk

oz, 470020 Ao Belo] W AFA 4r)wA Bede] Bad 2

AR g AdA Aol sttt & A& AAlstar =, Allen

& Agnew(1999)52 HAERS dALA FAMEClTE 9AS AAEA L,

Allen & Mayer(1990)5 < w2k 47/ delgt= 9dE AA AT

Grundlach, Achrol & Mentzwr(1995)2 &9 dALA oA 5l vgAd

q4 o4 T AAAY 2 HEAY 848 o] AUAQ #AE

AHE uey, gagdd Hdodes AR o2 AdEol =43
2 §¥o 7 WFE= Aoz oJARANYL 3.
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A2 A7AEe oAl g0l WABYL BARFAOR o] F2 /Y 219
wAATe A FAHeLE AFeAtHDwyer, Schurr & Oh, 1987; Berry &
Parasuraman, 1991; Morgan & Hunt, 1994; Canesan, 1994; Gundlach et al.,
1995; Young & Deniz, 1995; A5 1997). BAEA AL B3 A= vkt
A AA = AAIRE, o2 ShEel M Ede takdd Jidstel e X A el

v BTEI o5 Aol B AAHE A oby ANHA B3 ek,

K

%
Z1EATNA BAEAE A AR TSN AAHA B9 Be HEH
=Y (Mowday, Steerw, & Porter, 1979; O'Relly & Chatman, 1986; Mathieu &
Zajac, 1990; #&4d, 1995) 28l AHH 59 T+ AA4 =Y4ORelly &
Chatman, 1986, Hassay, 1990; Geyskens & Steenkamp, 1995; Gruen, Summers,
& Acito, 2000; A&, 1995), THA Y == =94 E<¢(Hassy, 1999;
Gruen, Summers, & Acito, 2000; A&4], 1996)5 2 AFHojgkr}, o]t t}
sl Ao el ta Allen & Meyer(1990)= # A4 =94, A%54 =Y, F
HA Edo g Jidststa HA=E Jidetdth < O-9>+ dAI=Edl e 3
]

AEe] ATE AL Aol

A2} #AEAY N/ B

Dwyer, Schurr, & Oh(1987) | WA 2] BAIASoll tigh dAIA, HA A A (Pledge)

Dant & Williamson(1991) | A& 7]

Williamson(1991)

=
Anderson & A FEYE Y FES X AEolgds M=
Weitz(1989;1992) A, kA A5 7ke] sl Aol s

Moorman, Zaltman &
Deshpande(1992)
Seabright Levintnal &
Fichman(1992)

RFAA ALET, A AHA 7S A
Ganesan(1994) 12 93 WA A 7H=E o
Morgan & Hunt(1994) mEpA Q= tE ARl BAE A&seE U

Gulati, Khand &

3 E HH =098 o = 3=
Nohrid(1994) JEY JHTAAES solde s
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ABSTRACT

The Effect of Hospital CRM on Relationship

Value and Performance

- Focusing on moderating effects of procedural justice -

Byung-Hyo Kim

Department of Business Administration
Graduate School of Business Administration
Jeju National University

Supervised by professor Yong-Cheol Hwang

The medical institution management of today is customer-centered. Recently
the interest of the hospitals in CRM 1is raising up and hospitals are making
efforts to reinforce the customer relationship due to the cutthroat competition.
Based on the precedent study, this research systematically organized actually
applicable factors of CRM to the medical field and analyzed the effect on the
outcome of CRM using relationship benefit and relationship commitment as a
parameter. So this research shows applicable factors to business practice.
Moreover, it analyzed the regulation effect of the procedure justice in terms
of CRM factors and relationship value.

I used the convenient sampling method to collect data and surveyed human
subjects who work in hospitals, in person or by mail. I distributed total
430copies to them and collected 408copies. I used 371copies for actual proof

analysis excepting 37copies which have insincere responses and non-response.
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SPSS for Windows Release 180 Program was operated for statistics.

The result of the actual proof analysis is as in the following.

The first is awareness of the hospital CRM factors. In this research, the
sample group who responded to the survey were aware of CRM as a
communication factor, service factor, marketing factor and systematic factor in
order. This result shows that subjects who practically use CRM in hospital
recognize CRM as a program for the communication or service.

Secondary, the respondents, replying to a question on the effects of CRM
factors that workers and customers feel, said that service factors and
communication factors are important for relational benefits. Reflecting on the
characteristic of the respondents, the result shows the hospital workers use
CRM for the communication between customers co-workers and different
departments.

Thirdly, according to the verification result of how CRM factors effect on
relational commitment, service factors and communication factors statistically
have similar affects. In other words, the result shows that more employees
seek customer services and communication, the higher relational commitment
becomes among the organizational relation.

Fourthly, the verification result shows the CRM factors have positive effects
on the CRM performance. Marketing factors influence the word-mouth effect
and client performance. Service factors influence CRM effect, word-mouth
effect, and client performance. Systematical factors have an effect on
word-mouth and client performance. Lastly, communication factor have
positive effects on CRM effect, word—mouth effect and client performance.
Fifthly, the analysis of the research produced the result that relational benefit
and relationship commitment influence the hospital CRM factors. The
relational benefit and relationship commitment influence on the word-mouth

effect and client performance was positive. Namely, employees who think

- 129 -



relationship with customers is vital to relational benefit regard the hospital
CRM as helpful to raise the word-mouth effects and client performance.
Besides, they think relational commitment also has a positive effect on the
word-mouth effects and client performance.

Sixthly, in terms of CRM factors and relational value, we verified regulation
effect of procedural justice and gained the result of analysis. The result
shows CRM factors have significant roles in control of the influencing

relationship, creating benefits and relational commitment.

From the above results, We have the following marketing implications.
First, we know justifying the CRM factors must be the priority. In other
words, hospital should not introduce simply a concept-based system but the
CRM operating system reflecting the characteristics of hospitals and
customers. If applying the concept-based system to the hospital, employees
might not feel the necessity of CRM.

Second, implication of the CRM factors was gained. While thinking about the
service factors and communication factors positively, most respondents
regarded the marketing factors and systematical factors as insignificant.

Third, CRM can become a good measure to raise the relational value up for
employees. The successful introduction of CRM can be made by reflecting
customer-centered thought, which many hospitals aim at now. Increasing the
employee satisfaction make workers commit to the hospital organization and
convert the customer-centered thought into action. The systematical
management for customers who visit the hospital can increase customer
satisfaction, as a result the employees may be proud of their jobs and have
strong love to the work.

This study, however, reveals several limitations as followings,

First. It is unreasonable to generalize the result of hospital CRM research to
the general businesses, as the hospital feature 1is different from the

characteristic of the companies. They have different evaluation factors,
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therefore if deducting implications through additional research for the

company, CRM, we can create a more in-depth study.

Second, there was a limit due to the lack of the participation by doctors.
Looking at the percentage of survey respondents, the response rate of doctors
was remarkably low. Therefore, the complement of this part is needed for
systematical analysis of the hospital CRM.

Third, in terms of justice, the research needs to be expanded. This thesis
analyzed only regulation effects of the procedural justice. But if conducting
the research on other general factors of justice like interactive justice, or
distributive justice, greater result will be obtained.

Fourth, This thesis has surveyed CRM in only hospital workers. But if
conducting two investigations for workers and customers simultaneously,

more complete results can be presented.

Key word : Marketing, System, Service, Communication, Relationship value,

Relationship benefits, Relational commitment, Procedural justice.
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