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2.1 Aunlz oAl

Potter and Srinivasan 2000: Heskett, Sasser,
and Schlesinger 1997: Hurley and. Estelami
2007: o]gh2], 71¢d, ©]&7] 1998 5)E°lA A

ZHo g HoF3 9l E35] Heskett, Sasser,



Schlesinger(1997)& %YF Au]lx~ ZHo= WA, MU 7= AL ARgOA 7]
A 7195 FEHS = WU A o138t}

23] Mu)2 429 A2 (service-profit chain) & A, THLY S THY) A=
43 AArste] WEIADE} R TS oA 7)elgith

83 719 Aol dAE HEs] HoFEin AXA, ALY FAEE THLY U=

Heskett, Sasser, and Schlesinger(1997)¢] A 71018tk
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A2 79 F EFY 24E 2 9l
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o M2 7|92 QR I AE AE
3t WHE- I A A= WHAFE (internal product)
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2 eIy IAX N ALIE AojFH f
=2 AAE E F UEFE 57 Fosie €%
olgtal FYd 4 ATk(olfFAl 2008).
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Internal Marketing Strategy for Putting the Service-Profit Chain
to Work: of Hyundai Marine & Fire Insurance
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Abstract

Hyundai Marine & Fire Insurance has achieved its goal of revenue growth while most of insurance
companies have failed. It is because Hyundai Marine & Fire Insurance continued to make sincere
efforts to increase employee satisfaction. The service-profit chain posits that employee satisfaction is
linked to customer satisfaction and to revenue growth. The case shows how Hyundai Marine & Fire

Insurance put the service-profit chain to work and how different its internal marketing strategy is.

Key words: Hyundai Marine & Fire Insurance, Internal Marketing, Customer Satisfaction, Service-
Profit Chain
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