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3.845 &3]l mt dapt dAEeE A

Ao

(B 4) tHEO0|Xt20 W2 x * R0|HB
zd X2 df Path CFI RMSEA AYX? P-value

Free =238 88.412 36 - 928 .069 - .000
A|oFR E
(A Ze] ) 94.772 37 -.313x% 921 072 6.360 .000

- o O = fiag = Ees
palaske]
o o) 93059 | 37 | 0541 | 923 064 4647 | 000

N T = T

Note: *, p < 0.01.

54 SIEOMAEMNY mid M3s 20104 102



=1
{f

S| QAAPAE dgolagdl uhe 2dE
I 9A Axzgk 0.7495 yEhdo] 7Hd 3-3%=
AL 1A weba] 27]8] Aok el

=l

o= dd 5 gk w3 A} a1z
ool JAAAAE HiEolAEe] weE =
a7 A Axgk 4.6478 YeRfo] 71 3-4
T AR ERI wEbA 27h2] AR o
fZo|zH&e] 2dgdrt AskE Ao] 9l

o
~|

o Folrge] 2AgI= AF A 5}x]

i)
ru
ol o 43

Aoz lFIT. <E 4>3} <E 5
| olFol g YiEo| g 43 47} A
'—7

Ak =

53] tiEolxkge we 2davt 24l oAl HYeht= ZAom alslal, 2dast
U o] TFE. Iy 2>9] Ayl 9 Aol FET AME AT
WA — wERgEe] @AV Tl
ER= %‘foﬂfﬂ EH%OtharOﬂ ek =daart

of uhe} Nﬂx}ﬂ ﬁﬂ%% L
A E(ARASF, -313, p < 0.0DE F5
w35 YA

fr ol o oF &
b J

g pHow, AFolAEel ME WANF B AT oJols AL oK Sus)
g3t g ARAF AR SWAN nF) 5 9k o2

1= dAE dehdi=
gellM Zpol7h BAsk=AE A7) fgtel, <A F

aAA YT FengEe] Qla)E :
T BEATE free YO s, F 730 AlgE  FRIERIY rHAIR A AR
Wrel AEAS gto] BASARE AR zHEsel 949 AWe FINoT WAl
o] x& Wstrs A Hskt) oot Aol Zlefstal Sk =, A

CE 559 WFAT Acgel 091092 F 2o glo] 2ol A FHUEEE £
wgzel Aok Rl @l UEt sk o ublg @Eel 4gEe @As wolmels
312 T, Ee AR ) clow A89S Fasgn. dwdosn o

(# 5) 0|3 0|20 ME x ° Xt0|HF
4 X2 df CFI RMSEA AXE P-value

Free 238 93.040 36 .920 072 - .000
A oFRL
(A > 2]l 93.950 37 .920 .071 0.910 .000
Al kg
(DA A5 ) 93.789 37 921 071 0.749 .000

SHUMHIANA DRI, S, DANSTO TR0 Bt

I'_9

T ofZolxtet thEo(xtge 2HER 55



‘|—‘

Pl S %7
FermEs At A o

)9 EAE ek S92 A 2

r
o2
o
7
[o
=
o
g
=
gt ol
¥
2,
=
:l>~
>
o,
off ol Ho X
i eoh i

it e & ol

iﬂ
v
o
T 3r
o
=
AL
o
ol
o
rlj
o
ki
-3
il
°

21 Aol AjEA B Eofof gt

o}z A A o) A&l Uigh niAY
el oAl o] wl- AlgHA oIt A
E(2008)9] A= wRAtEe] wE AH~
A R ojgee] wAE azEEglon

9} tjZolAtge] WE A 20 of

d

ju}

£7420 Hie] uzgo] Basjd, 53] ojxgol
B S B, A hEe] He ol
Ao ed e els) WrEE Aol Hls-
Aolst Haow el nAXE- Tl
Aol Wst wAN Y- EEe] B

FolRRge] wE I
oA 53 ), Yeps
%“3?‘5&4.

3)
o] M= ogeabee] HIER
t diEelAEe] WskEol 7}§Jrg A 571—3],0&

56 SIZOMAIEIME mi2a M3z 20104 102

uj ol (Eagly and
Chaiken, 1993), tl&o|x& 9] W37l &
H|z2el) s Wsle] foft gk mxiviar Hrt

@ 59
ARH Zye] gloliE B dye] Ak
55 Fo] 2AE

g | &3
o nHAE =2E Yl ¢4 FEuEe]
85, 538 ATl Qlo AVl HlE]
S-4gk Aol glojof gt} o & Eof, 23
A ASLE T FHES AL dEol
Aekeels HESE it 2ddA AEe
= Al ey 5o A9 HAi 5d
ol/fo] ZEolol AMe Hele] aart A7
Ao v, oo 39 44 34
)& gl ApdEo] Wk HEjolx], 1 &
W wulstal AAH R A ofFstA] Ka)
T 497t wol, AR Eg ¢ fvﬂrﬂ e lEi
AS7F B 277t gk 2 o 299
o] 39 W] HEASAES EEALY] 104 A
T 'Y olF 20 o W9 AFNES ]
wal By, SR Qe ue] FENIztE 3



Aol wrh el BgAmE, el ol o Aol Bgep) W, 2 9
2o 7 WA BN AFE A 4T M ARH A} Bsa ¢ 4 gk o
g VAL, ols) e ol iEolael W e BeAsl AMANE AES AU
Bl ofFolitael WESET A W ol el FeuaE Sel o) W
shap] e, edel YRoIE dEel 4 glowm, Hwsel Afel Aasiole}
frol WA A9 el Lo nAdA  Hlch 2 S, & A7) AE A%
ou HEel oz WBHAT AP A WA FF AMAATEC ATl 2 B2
S A9oh oo, Al SUE AF ABE F g Aow Brw
AP Bus oolct, vk 2ol Bl A, ¥ A 28 Fu e e
FaABlA REAnAS] UEGR oAEY & vgem 2AE Aglor AU A2
5 Ans Aol A Fol wAsd old  FeAse) wE ATE 4P FLe A3
F8E WP} ol BEolAE WE B AN & ATk ATAES 2ad3 1Y
o e ARl Sk F w1 ANAE i ZUA 5 OgE A4 el Avss
A% ARG Paol BAAeR FAW o WALATE B o|EAY 2 A7
WEE U o, AdEE el 3HA A Sviol 1o} 28 e} Aasiel
A e A % ¢ 9 Aol Aoz, ool A} tiFolkiel ol
Azjo] zAWG] e BA) i H
5.2 97 A ° FF AT ol we aAol o ek Fio] B
9% % ek W% ¥ Aol weleA) 8
9 a .
VIR R ClRAel HRs ARAL oy agst Eeltee Auag T4

_1?:]_4 =
gre] A7k Apa Qo] B AT oA
SHA|

A, EZellA Aol

W3t e e BF ATURE ANRE mmae o) gea s o] gl

o2 H '
Aot B AelA GEE A4 2010. 07. 29>

o8 nA4Y

= MRS i 58S A B4l 2010, 10, 14>
Sk & ATl AukE QUSSP

o,
2
o
&
=
o
=
=
[
i
o,
ofo
_OL
Rl
%9
)
=)
po i
L
K
St
rk

F(2005), “AH|~ =7 S o}
Agde] AT gk gl

=]
thd Hil Adgfdowr Az Jbsd A b AR, A9
7 = _H
FA793t3]%], 33(3), 31-40.

& Ao 7|ggtt

=A, oFA7H| A

alz

ol
o
e
=
>
oj
)
R
U\l
A

SYMH|AM TAX|SHY, F2UAE, DTHHZEL] X0 2

re

T of30Ixtet thEolxtgel 2HER 57



A, R4, oz, A8lth2010), “aAA

g 2 A7|Esrel Aulz Aol w4
L g 24 A FYAS FAo
27 Au|2A98t3]®], 11(1), 285-308.

|E
29 HEA, o]5H(2000), “21A417] BHAk
Ao Awslel wEsALe] M2 olg

Hot” Insurance Business Report, 13,

34, HH“%(ZOlO) “ kS

ol A= Oﬂﬁkoﬂ w3 A AR
AQAT, 11(3), 33-53.

F, AAA2000), “TFA 3lh $-elvet
SPaele] vaESd e Hl-EAAgel mHl
gﬂr" 8834, 5(1), 71-110.

23(2002), “F88 CRM T=%ol41e] dlolg
HW AT GRRAARN, 7-8, 32-49.

HE(1997), “LdB4FNPY dErRILE
Aol ek A7 AFREAT, 1403),
263-287.

HAE(2008), “FHUH
AR] 2~ %ﬂol 23
Tofl mA= Gl s AT WHFF
7348t38)A], 6(3), 123-148.

HAE(2009), “2PuAe] FEILEES W

=

?5]— }\11:]] %‘é}_i{]ﬂu .Z':_

o

ARrs-al

of B A7) AAustE Fgsniet
=

AEAA(2010, 7. 20), “HAAFAE 3%

2o

58 SHEOMAIEXMYE Hi2a M3 20104 102

2345 tiEA,” p. AS.

g AT Eo] AR1F3](2000), S/W A
B FERA BaA

Agustin, C. and J. Singh(2005),
Effects of
Determinants in Relational Exchanges,”
Journal of Marketing Research, 42(1),
96-108.

Assael, H.(1992),
Marketing

“Curvilinear

Consumer Loyalty

Consumer Behavior and

PWS-KENT
Publishing Company: MA, Boston.

Berry, L. L.(1995),

of Services-Growing Interest, Emerging

Action,
“Relationship Marketing
Perspective,” Journal of the Academy

of Marketing Science, 23(4), 236-245.
Brady, M. K. and J. J. Cronin(2001),

“Customer Orientation: Effects on
Perceptions and

Customer  Service

Outcome Behaviors,” Jowrnal of Service
Research, 3(3), 241-251.
Cran, D. J.(1994),

the Service Orientation Construct,” 7he

“Towards Validation of

Service Industries Journal, 14(January),
34-44.
Day, G. S.(1969),
Concept of Brand loyalty,”
9(September),

“A Two-Dimensional

Journal of
Marketing  Research,
29-36.

Dean, A. M.(2007),
Customer Orientation of Cell Center

Affective

“The Impact of the
Employees on Customers'

Commitment and Loyalty,” Jowmnal of



Service Research, 10(2), 161-173.
Donovan, D. T. and M. A. Hocutt(2001),
Service

“Customer  Evaluation of

Employee's  Customer  Orientation:
Extension and Application,” Journal of
Quality Management, 6(2), 293-306.

Eagly, A. H and S. Chaiken(1993), 7he
Psychology  of Attitudes, Harcourt
College Publishers: Fort Worth.

Engel, J. F. and R. D. Blackwell(1982),
Consumer Behavior, The Dryden Press:
New York.

Fornell, C. and D. F. Larcker(1981),
“Evaluating Structural Equation Models

with  Unobservable  Variables and

Measurement  Error”,  Jowrnal  of
Marketing Research , 18(1), 39-50.
Ha, H. and J. Joby(2010), “Role of

Customer Orientation in an Integrative

Model of Brand Loyalty in Services,”

Service  Industries  Journal, — 30(7),
1025-1046.

Hoffman, K. D. and T. N. Ingram(1991),
“Creating Customer-Oriented Employees:
The Case in Home Health Care,” Journal
of Health Care Marketing, 11(2), 24-32.

Jacoby, H. and R. W. Chestnut(1978),
Brand  Loyalty:  Measurement — and
Management, New York: John Wiley
and Sons, Inc.

Jaworski, B. and A. Kohli(1993), “Market

Orientation: Antecedents and Consequences,”

SUMHAM uAXEY, S22z, THEE

Journal of Marketing, 52(July), 53-70.
Keller, K. L.(1993),
Measuring, and Managing Customer—
Based Brand Equity,”
Marketing, 57(1), 1-22.
Kelly, S. W.(1992), “Developing Customer

Orientation among Service Employees,”

“Conceptualizing,

Journal of

Journal of the Academy of Marketing
Science, 20(1), 27-36.

Kirca, A. H., Jayachandran, S. and W. O.
Bearden(2005), “Market Orientation: a
Meta—-Analytic Review and Assessment

of Its Antecedents and Impact on

Performance,” Journal of Marketing,
69(2), 24-41.
Kuehn, A.(1962), “Consumer Brand Choice

as a Learning Process,” Journal of
Advertising Research, 2 (March—April),
10-17.

Morwitz, V. G. and D. Schmittlen(1992),
“Using Segmentation to Improve Sales

Forecasts based on Purchase Intent:

Which  Intenders  Actually Buy?’,
Journal of Marketing Research, 29(4),
391-405.

Lipstein, B.(1959), “The Dynamics of Brand

Loyalty and Brand Switching,” in
Proceedings of the Fifth Annual
Conference of the Advertising
Research  Foundation(pp.  101-108),
New  York: Advertising Research
Foundation.

of Ax0f A ofZoIXtS Tt thE0IXtge Z¥a 59



Mittal, V. and W. A. Kamakura(2001),

“Satisfaction, Repurchase Intent and
Repurchase Behavior: Investigating the
Moderating  Effect of  Customer
Characteristics,” Jouwrnal of Marketing
Research, 38(1), 131-142.

Saxe, R. and B. A. Weitz(1982), “The

SOSO  Scale: A  Measure of the
Customer  Orientation of  Scales—

People,” Journal  of  Marketing
Research, 19(3), 343-351.

Shapiro, B. P.(1988), “What the Hell is Market

60

SIZOMAE MY mioE M3 20104 10

Oriented?” Harvard Business Review; 66
(November-December), 119-125.

Sharma, S., Mukherjee, S., Kumar, A. and
W. Dillon(2005), “A Simulation Study to
Investigate The Use of Cutoff Values
for Assessing Model Fit in Covariance
Structure Models,” Journal of Business
Research, 58(7), 935-943.

Voon, B. H.(2006), “Linking a Service—
Driven Market Orientation to Service
Quality,” Managing Service Quality,
16(6), 595-619.



A Study on the Framework of Customer Orientation, Interest Rate
Sensitivity, and Customer Loyalty in the Banking Services:
The Moderating Roles of Deposit Interest and Loan Interest Rates*

Ha, Hong—Youl**
Choi, Chang—bok™***

Abstracts

The notion of customer orientation is now importantly considered in the context of
banking industries. Despite customer—oriented organizational cultures, there are few studies
addressing the relationship between customer orientation and its outcomes. In particular,
this study aims at testing the effect of customer orientation as a key marketing effort
designed by a bank. This is because interest rate sensitivity is critical for evaluating
banking services after raising the base rate. In so doing, first, this study investigates the
relationships among customer orientation, interest rate sensitivity, and customer loyalty.
Second, this paper examines how the moderating effects of both deposit interest and loan
interest rates influence the linkages of customer orientation-interest rate sensitivity and
customer orientation—customer loyalty.

To test the proposed model, research data are collected from 304 subjects who use
banking services(e.g., Shin—-Han, Kookmin, the First Bank, Hana, and Woori banks). Each
construct was measured by published items and the psychometric properties of the three
constructs, excluding two constructs of the moderators, were evaluated by employing the
method of confirmatory factor analysis via the use of AMOS. The model fit was also
evaluated using the CFI, TLI, and RMSEA fit indices that are recommended based on their

relative stability and insensitivity to sample size.
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The findings show that the relationship between customer orientation and customer
loyalty is significant, whereas the relationships between customer orientation and interest
rate sensitivity and between interest rate sensitivity and customer loyalty are not
supported. Although customer orientation is highly evaluated, customers' interest rate
sensitivity that results in the comparison of interest rates plays an important role in
reducing the effect of customer orientation. As a consequence, interest rate sensitivity does
not influence customer loyalty.

First of all, one of interesting results in this study is that the moderating effect of loan
interest rate is quite different from deposit interest rate. In the case of deposit interest
rate, the linkages both customer orientation-interest rate sensitivity and customer
orientation—customer loyalty are insignificant. In the case of loan interest rate, however, the
two proposed linkages are supported. As our proposed relationships are still in its infancy
in the context of banking industry, our study contributes to enhance scholars' knowledge of
bank services and provides insights for practitioners when their marketing strategies,
particularly both deposit and interest rates, have to be established.

Finally, this research also illuminates the need for further research that considers the
influence of customer orientation on consumer's decision—-making and bank profits. More
specifically, the results are encouraging and will lead us to further investigate this key

outcome of the banking deposit/interest rates.

Key words: Customer Orientation, Interest Rate Sensitivity, Customer Loyalty, Deposit

Interest Rate, Loan Interest Rate
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