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= Customer Engagement

Customer Equal Project

Customer Benefit

®orr
20K
Ko 2
g

ERE

B
"o

M
T

X

2]

N

‘mmo

W3 AH| 28 ohle) v

o

mr
o
i
il
<

—

=
=

=
b

ox

™

X
ol

ojy

r

!
=

!
6]

=
=
ol
KR

-

uy

K

o

e
i/

fsii 7= A

8734 0|92 Al BEA7)7] 9

Customer Equal Project=

3] Customer Equal Project

o|e)3} Alg],

i

SEE

FyHow

lo A9 PuE

KE

o

S
= T

1

379] ofe

3

=Hgs &

N
=

!

SLES

i

°
ol

Ao 9%, T

-y
a,

=Z=
l

}

a
“

T5 1749

R
=

He

oju

224 7]

2o
Ep

Fieii o] ARl e
2 Zostaat A 2008'del obrlok TOP 10 1

=

2

g 1999:

84.2
21,752

2010

HIXFSHATE 233 ®2% 20124 6

A
4

2009

82.8
24,108

2008
89
23,473

sy

386



H 2o g
4, 20119 ofrobaH| A}

2010

g0

S
=i

hyA
it

AR L3 9

3L

[¢)

Holtt, 1 Az s}

f

A

Az’ A

o]47] 2001: Shu et. al. 2002; Taylor 1994)

= HAE W E TR kT @ N o
=0 ﬂﬂaﬁ%lﬂrmﬂmMﬁTﬁUlﬂ%uf;o
= M oo 5 o NooB W
<A oﬁa‘.rm.uﬂ]lrjﬂ Jln.ﬂ)AZ._
S S AN T VR
=z ook RO RN ERE o
= ‘ILHL.ﬂu‘mMiALonn_/ﬁ‘.ur‘_uklw_miﬂwMW
w o ow HERE AT A X s iy =
LH é.ﬁhdﬂ@ﬁﬂ@dﬂﬂﬂzﬁdﬂﬂﬂ& __o._o :DI

— ~ K TN = i) = N T
s TErCeTEz EOfRE

T NP E T e B oo o B
- T o Fo %o S0 Mg B 30
lo‘Ulnnﬁ ﬂx]‘mﬁ.«ooot o.H]_l;o s
p NT R B o Moo oo R G o =<
CEBEM g TP RS g D m 3 —R0KI0O  nk
iR T v B B TN N B0 D 20o) ]
‘ﬂ.ﬂyAOJ-Umvl-uu dl.h Wﬁ”ﬂ 8o D BN AI_AO
at?Wn%%oNloﬁﬂiﬂxﬁor_ﬁ&aﬁ KH0

X = O
uf%wﬁ%ﬁ‘ﬂﬁmﬁEW%E7%%Wﬂw
mE B A HT WT oyl wmg ©n = vl
OO W T oy oy omow RCAr A =<
wﬁ%.@ﬂﬁo#%o_lﬂ@@i%ﬂqﬂ T Hi0
e F T Bk T NPTy
=X H ot Al % o oF me mf i E
o) T Nooop W W oW T 4 = o o e T 2
®EOGE ) S T e ® KO = O T ok T ol i
TN R A SN R SN SR (R 2 R
R I B T S S R TG H o
ZE R ERTT ° B oo & NE R ok ol -
R S I L B L W= G =4
T 2 P R = ST o
o e 8o N = BN o O R 4
DRX S® o <9 % S B o8
Mg m —F oo B 4o Boa o ®K L
el 3sge ®¥e o asrw
bt p— |

N STEEMT T R - AL W
Eﬂﬂ%%c?ﬂﬁﬁuﬁdﬂoglﬂw nﬁ_u:dﬂ =
pEedgmuyy pxEF A 3
) G = — o
SN AT I A T
—~— = op - o oy T
o B ooy 2w ool g o B o N
e mlMCﬂ_._oz._owaaai.
g EHO = S Mmoo 2 B
}HMHMP‘_E._EA_r_ﬁoﬂruﬂ%:.*&mmm
XemgrEMe _ mh BT
o K S0 ol 5 ol ,&o o @lﬁu
M e T & Mo T W T B B 7 o 8

387

A

(32l 2) CCM 2% Z 24|

=

2l

T 23 235 20124 6

g

| Krstel

A
.



3t ‘Want-slip’ A

‘Want-slip’ A=+ wj#

)

=0 2
o= T‘j’é

-y
_=,

= 9% 2UE A

°

o

o7

o

N
i

sfal o) mE g

5

A%

=

=

A=, gE= Au|2 Hrt

=
=
5o

o
o

rl

4
=
=
4
Xz
(e
oF
=

=

=
=

1

—

o

o

& A A el

)
—

]

=5 AHZ~ 2.2.2 M A A= - Wt MDA’

g8 el MuAE

—_
o
o
ofy
o

At

aff ]

5

5t
H o}o]
22l Al
At 7
i,

71&017] S

55
3,79471¢]
A 5

A

=

=

t VOC

hud
L

o

=

[

5 <

L

OE}
1144
A7t 7}

&ol 7}

]

=

3L
hid
o

@ ololtlo]

A5 B
A s

i

=

o] Hth 12417t o] FWs== g}, o]

o

"
2.2.3 VOC(Voice of Customer) A%

]

HAL, o] T € 134 1208 oJHo] $4 o}

20104 =
SEEREERES
Slo] Bt olat

$5Atl
A%

o]

o
‘=2utd VOO

1

5
ARV %

AL 2011d =7
I} A A}

1

il
°

hud

2]

Il
oz

ba

H
[e]

=

a7 98] LCD 1A &g

ol (e]frAl, 2Hdol 2006),
4714 A=eld.

4.

[e)

=
AN
=]

1l
welo) A% 2y

x
odEe o

ol o

al

=
=

1
Ao}
= o7

s
2.2.1 Want Slip

"

TFAzo A e}

94 9 199

2.2 174 AR AOIM
=

al

=

2 At

&

AHe FaA

A
4

=

2

HIXFSHATE 233 ®2% 20124 6

A
4

388



Rosstaeo] DAZY Fynet

(% 2) 222l VOC Xz &%

RS 2008 2009 2010
2 14,082 14,117 14,480
W 1,343 1,346 1,740
2o 8.043 8,645 5.532
Gl 23.473 24,108 21,752
2.2.4 SNS 75470l gl of el A uAef Hdw Ao 4

guMRe nastel 101 A ARUA]  slet

=
]
Ag gd 24 vdgolz A3 e EYH F 150 o]Fd A 35T w gt} v
AR S Q&SI &35t ITt(ad 3)). ® 7P wiER on|A] AR ojoix = sk 15 uA
ol Al nAEY £8E Ex syt ehs ANZ AEAS wiXGd AL Alue guidoz uAd]
glojz ofe] mAT o et Q&A, 1A 2 HIAHE molu uAH o sptolA rFstuxt
Y vk, g duhalg, AE/HAE AR Al de Fuuskd vho] szl ApEEE Au|adol
SAZE A5 AEE B 1 UE FUgE ¥ EYsit
& dzxx gtk T3 20109 89 EYEHE 2 E3}
o A T SEQA F AT Z2YS Hestn 2.3 TR
em, dAls 3709 EHE AR 1749 Fo]~
5 ARE £Ysted] uAF 2gsta )tk o] el FegA o] uAMu|aE nATe] AF 11X
A FeEe 149 Lefe A Ado] A&eA 3t A geth FU9side uAe] Yz 7hke A
ofet 4= QI=E AR Al2Ele] 'VOC A=l S & HEE v 2 Mulags AFstaa £P Y,
goted AE FEYoR 47 U4 4§ U= FolZ 2o an AT S gdE T
£ sta gt wje) s JEE vlolH o] 23} dte e HXR 5t

| RO®SHE B4 » 222
LOTTEstory i } 9,611 TwiesTs

SO|EEE 2A CfEHE
s EEETE
12 SRR et e

dw.am/L147kg
+ SoulHug'= B Hl & &=

+ Songhee Eolll } &t &2

[ B ZOWSA A OEANE oLoTiEsioy
o1 B it

(O 3) Ry E9IE

2H|XFEAT M23 HM2E 20124 62 389



me_fﬂwuﬂoll
W%Mwoiuﬁwﬂufuogﬂi
ﬂ%mﬂoﬂwm_mwme W B R o
T I E W o= S M Fo =r ®° B° X T
PR el Aﬂﬁf%zﬁﬂéﬂ
ﬂ%ﬂoggﬁyi.ﬂo Woo B BESC R ll
}]ﬂﬂntaldldldrg.u ,mwu,_;o,_iﬂwl)un,;_. R
N X = R %ﬂELlui "d W < -
Nﬂﬂ@% w;%%dr.%E q,wyem%arﬂr ﬂ%@é WW%JA
%qa%{wL$@mﬂ@w%%@zaﬂ L HED ST LT
olﬁgoa_huA% T = I W 0o B 1Eﬂ%a4
N T X SOLﬂu llﬂLlo‘_dﬂﬂbl Aot — Aq
o © o & oo = o = 1 T M %mem___#lﬂ
O_A‘umOﬂwU 92‘W o :.LJ|_,A D,.#jx ‘mu.IXﬂ_/ =0 — T ™
o of TR Ty Mizﬁu\@% Dol Edoiol I
& L_Ld%;kﬁmzwﬁmﬂﬂ oy TEEY R
dlmmmMBu5mﬁra7Wamﬂ7mele§éal. Eowoiﬂ oy =7 =
ﬂ@W?%WR%W%@Ezuﬂmoqhhmﬂ% oF MK T F Mﬁn%%lﬂu
wmo%gzﬁ@A%m@ﬂ%ﬁm“i%ﬂmw%& oo A@ﬂ,aﬁ
z#oo#a\oﬂwiva%ﬂowﬁﬂatﬂo?imﬁﬂoﬁam - ﬂoqutEo, Mwﬂﬁafﬂlo]
mﬁoﬁaéﬁ @ﬂiﬂ?aﬁz@@%%ﬂ%% Mo o oW T
noﬂmmeiﬁmocwbﬂﬂwiwm@ﬂﬂﬁo_iﬁﬁ@ﬂ =0 = AR Eob_,_z_ﬁogmonn
Mool Egﬂ@%ﬂggza,ﬂgﬂ B S EEL wawwu%
HE < 5 l_ebtﬂ‘m.‘_ — o Eeoﬂ;o] _]1Xu7
= o Ml ux%MMmﬂ il Wnﬁmm1A ol = o mo X ol mwmo OM]ﬂEo
o W% = < .ﬂﬁu? koA d -
M/_HE__.dl.._m;Aoﬂ_mn,%LE ﬂqﬂwbnr%ﬁu o o#LWﬂﬂuWﬁﬁﬂwmumeﬂ
=T S Yo o = o W S =y KA = . N
Ewﬁ%norwl@%gaiquﬁo@] ~ %%@%ouﬂiéﬂmouf
T = < B ° < %0 DTJhi;ﬂ B
@o#aRdﬂi]éﬂo Jﬁiﬂako:,#ﬂnldﬁ‘l oonﬂorA WO
wﬂdﬁcﬂgowﬂﬂﬁwﬂ@ﬂlsﬂﬁﬁw ol 3% mﬂmq_aw%ﬁn
7ﬂmm%maﬂomuﬁxﬁﬁo%%%%o_e% ¢ auo%c_oﬂ N
i_ d%#ﬂﬂx?lwﬂﬂz:wgeﬁs“ﬁﬁﬂU.rI,AOE.Llf um_lﬁ_!uwcofdw_lylloflao i
T RATH %ﬂamifmzz@m;uz %@%@1%@% s T
m%%ﬁ@ﬂ%gowrﬂ%ﬂua«wlm%mﬂT%H i%%ﬂu.ﬂ%ﬂ_ﬂ%ﬂr Mymﬂwﬁnwu:_o
Wﬁoﬁaﬂﬂ%%%ﬁm%?agﬂmmw% w%ugﬂ%ﬁ% S
Jﬂuﬂ)ﬂ == ~ ! _ AP K L I
uyﬁujzzsﬂ@@ﬁMmamH%mwmﬂ.n, ;.d.%wnudaﬁd..%ﬂw oiwr%%mﬁ
o e W O R = 5 g 4 &R o — S | X OBK RS
z*opiﬂ@a%%EwészRM?mua%ﬂiézﬂﬁwzo@ %;Hoﬂ%%
mg%@gﬂﬂﬂAgczgcm@ﬂQMHW%gs fpEce
&g 2O q dr};r;naniﬂo.Si«_]@éﬂA%% " = B
O,lﬂ lﬂﬂdﬂﬂn ZO]]J|J|].U| ,.:ArOvA_u 50] 1..0)!00#1_ lam 1_.0*3 ;o‘_
.%ﬂﬂﬂ@a@%ﬂ%évwa%w i a&wfmd;ﬁo@ Lo
qnweaaoﬂsigEowzmMmq%aﬂ@ﬁhw@% TRty
ﬂ.;ﬂawaﬂﬁoﬁ%mh@wo_mmﬂm @ﬂT%ﬁﬂ Moo o wjuo_a ﬂumm@ﬂﬁ.
y = ﬂﬂ%oaﬂwnmmom%%}P?ﬁ:faax&aﬁﬂﬂsmmdr%(@ﬂé
U o MK T m e o = I wnao%ﬁlu]%é e
X T B L uxlioldu( i~ D fn mr = ° 1o€Ax
B M Wy wm ux]Sgaxﬂo ﬂw;:}iﬂuma W .o
M. 7M1)oﬂﬂmu| i i I T #
o < S o) = TH SRS H].lﬁa o 1H o il —_ = ol
%@}E & @o;_ﬁ} ,Hﬁ,aoA
7Lﬂié7dﬂ5,_ uqsubma_@7 Juuxo»ﬂ
GMQWEW%%%ﬂlE@EQgE@
~ S = T
;%z%%WQ%em%my
= No o
b

=

o

H|X}skod
Sho1T H|23A 2% 20124
L:
d 6

A
L

390



S
o
B haleo || < ||| =0
Klolo|lo|H|o|t|—|w©
1%045224511
Nr
Jﬁmo
s
X
TO| N[O | <t || O3 = | e
é.%%%ZWMHQU
= 0 O
‘mo
| E| | E|E|E| | E| €
el RS IS R S e
g g g g
pl il
|| 4|5 | 4= 4] |4
e | T = il =
| B | | |
ﬂowﬁll]rLﬂwE]rLWL.Loe]rL
C el A - S el S 1 - Yy
ovio ovio
g ®
N
> i
3o 2

(2010 71)

471 sl AA 9 Sl 58

7=

% 908, ot 1

ZEAS 2 @

o

plo
)

‘mﬂ
ol
T

)

o

=l
—~
o

1M

e] 7} o] oA

d

XA
_~

o

2010).

L
T

g wso 7h

@ Al

5
of o] FEUYL ¢

A% 7

o
Pl

0]
A

2]

i sk 20109 371

9

3yl AA =0 k. e g

hyA
ar

4 54 A3k«

2134 o))

T

ol A 5o AW 271 A2l oA

o}J
KR

eyl
B
Gl

o

o

=

}

ok ol g} 20110 &

HH
o

U

]3]

ALA

o

e

28|25} 73

Sl

3.1 X% 7k

L
._A_H

=

AA6A Agel

L
.

el

B3

<ljil]
o
o

S|

%R

g

=

H

U

B

391

2H|XFSEATE M233 ®M2% 20124 68



o Moo H ST Mo W E Moo o T R N EE S Mo or
Np .ﬂqWIdl%EMEﬂw‘_quﬂwoL&oEom \E._E.%o .o#aﬁw@a AT
pB e gogeMETHE SRR i RS
LG Moy o e (R PSR < Mo e = = on
= R gt S W EX e E o of Ry I o N
= 0w R P T L P < Rt = Ry
I o I R R T - IS THUdRHR N g
T s oo ® o HESE ey orm o3 o a %
W RS- oon "’ N o o B O D T Nw_aﬂl
o) oy . B o IR = = 2 ooy g oW X o D
R R R R A PEEIICEs
s 5 — = = —
I I BN i Moo 479
o 1) s o o B B R Eﬁﬂu_.mﬂmu%oiﬂmﬁo
E#qO#LﬂoWEHM%_%WL E.MMWI Ho ﬁoNFWﬁoMEomﬂLQﬁn_
I TR AR G S TR W™ o R g
o ﬂ _ . o s o 25T ey ~ o) &.E J_.E . _2_._._ H.A' ;O\_ ﬂL T
PRt mT X ag oy w demesg P wa o
W E P o g RS 2 e B o2 o M%L%%meu%%ﬂ_ﬂﬂ
N m e ow o g w W OE Moo B R W o oo Ry e
P L TETE D - oxd O FeRmE
U » TS Lo Ty [ L - - B - e W U Bl: S B
BT g Tag e Ky mshde o TR Km L MR
IO TR A M T o o PR o wm W R ™ T W o TEoor Mo i
mmawmﬂmﬂ %Wmﬂam ﬂqw_ﬂru]r émO_e%ﬂ M_%Eom
(R T™WET TS o B e B " R W _ oS
= g wﬁ oﬂLMﬂLmiﬁo%_ Eﬂﬂ@% @wﬁﬂ
3E_.wu_“7 %VZNE_]W]EEA. Lmvl;bn:mu b Kl
Hpfre SrasLTIiry SL¥T gTE
MO:/ZZ ﬁo‘mﬂ]llquqiﬂl ﬁO,A;OXHE OE‘:\_O
= TR = oLy WS
e X b4 T . ISR = o) N < r
5% o i oo of o g o) de = o "ol B e Sy
LNWL,UI.HT;N_.OEI n o B o o ﬂﬂﬂ\ﬂ_/mmo = =0
Iohzor MgPwe, gioy s E el TR
R T EY WAoo FRE Y g T F s w oy,
LA = o = oo olo B ,|7nMeT ~n | T = Jo o -
ym o n B = — B g0 o © H N A e T o N
B om g © e :ﬁlﬂl_].o _xL‘eEEEﬂJM UG TN WOWLm
O_E@Lz_oﬂpﬂqa mbﬂo&OML\qdﬂAToﬁﬁl\_O@ _._._o »QMMMNW,OI m o
A e = G G ] &S o = ~ o 10 ul W N " R ol A
e ol s m NN % 8 o Tofll — &y =o X w N
ﬂ%%%moﬂﬁww;;ww sN MRSy o %memwe b E o
= oy K o o T — o N ~ -
%%mﬁ_zhﬁ%gaﬂg%‘eAVUT@ML;T K Ry Ew
[ —_— — — — oy i
MTW_.iWﬂMEﬁEAMWJK%%WW%ﬁEW Y wﬁiﬂ_.o#w il
TEILIN el em® W W s RHwTL wR M
ok O F R g R T Mgy = T NI A P A il g
A M AT ® o Al & W H T & oo ™ W RO %R T =

=

2

%%

o o|2717HA] o

., T

SHA

5}
HIXFSHATE 233 ®2% 20124 6

tew, 10709 2ol 4

A
4

o

o]

2

°]

J2ho 2 AR EiY. e HAAE

[e}

=

[e]

Hole 25T H
g A

%

A

A7) Ao

L

T

s

9

PR S Aok

k9
i

|

o
hit

=

o, gL o

o

v

[¢]
392

H



HE dlolH

BH

Hole &

1
g9

&

7 HlolE

dlole] &0 75

s A
=

ok
)

ox

A

"o

‘mvo
o

o
N

02012, 04. 19
2012. 06. 15)

44} 24gle] EDW Alzdloz
AR

Z
il

¢} CRM Al28l$

olof] W=E5kA] &ar, DW(Data Warehouse)

[e]

b3 oY o2 F

=
ki
o £t

5}%

13

dwsbg o] Au| 27t go ojE)

1)
=]
71

1)

=

L

.
9 a9l

7] 91

5

L=y

nlt] 2 ‘Global No.1

It} ol whe} Ze|wgo] 71

V. RCWsHY DZ4MH|AC| ME
W 3, e A
T3F ol AEIAE s

on
HH

o3y

HAG AT,

LA A 1A

1-15.

%3} ARY5e 4o B AT

T, H1(2010),
25(1),

&

A4,

@ o
A 7144 e Al 2

il

bl

= Al of
il

AUzt it 7199l

X0

Ao

A 93 Abgtel] of

K5

Mo

X
il

ol vIAE dA fstd) At A7 nHA

AT, 26(1), 23-45.

ol

i

%

=

712olu g ol e mek Tl ejatel] m]

F 8] A7) ¢

pud

°

sheko 2

o YFol A=A

=
=2

T aEAE A3 7(1), 51-73.

3]
ol

&

ol ¥
°]471(2001), *

].

5g0] A
uhegol

CENCEE BT

4

A 4

oo
=

B

TH %

bS

T

[ eHARAT,

.
%

|

of A o]
105-125.

7
15(3),
olf-A, 2H4deH2003),

o

L

.

4

5

3t7] ¢

ol mA o] Yzd 55 vl

o

w3 2 ool &

w2 FA9] 24 A9le] CSel v

5 ol

=K

a

393

S AR AT, 18(4),

1 o]

FAH 9l

}

°
ol

CRM Al&®l 752 Fa mae] Yz 9 2]
o o

2H|XFSEATE M233 ®M2% 20124 68



AT

A, A9(1999), AMul=FA Mul 27

67-97.

F9¢(2010), 224 719 =S 93
Fo| &g vpAE Hek dxuARAY, 12(1),
81-101.

g=at
ARAE, 1(2), 77-99.

Shu, Tian-cole, Crompton John L. and Willson Victor

394

(2002), “An Empirical Investigation of the
Relationship Between Service Quality, Satis-

Taylor,

faction, and Behavioral Intentions Among
Visitors to a Wildlife Refuge,” Journal of
Leisure Research, 34(1), 1-24.

Steven A. and Thomas L. Baker(1994), "An
Assessment of the Relationship Between
Service Quality and Customer Satisfaction
in the Formation of Consumer Purchase
Intentions,” Journal of Retailing, 70(2),
163-178.

2H|XFEAT R233 H2& 20124 6%



Customer Service Strategy at Lotte Department Store

Donghoon Kim - Kwangho Ahn - Changjo Yoo

ABSTRACT

Since its first entry into the Korean department store market in 1979, Lotte Department
Store has grown into a major player in the upscale segment of the market. Such strong position
in the market was made possible mainly through their consistent innovative service strategy.

With the motto ‘customers are our owners, strong customer service was at the core of Lotte
Department Store's competitive strategy from the very beginning. With the opening of their
business, the service staff at Lotte immediately gained the attention of the press and the
public with their excellent service hitherto not seen in Korea. This was possible because all
service staff members were required to attend a service training program every week where
they were trained to think and act from the customers perspective. They were also provided
with foreign language instruction.

Since the early years, the continued intensification of competition in the worldwide as well
as Korean retail market, the customer service strategy at Lotte Department Store has continued
to expand into various new frontiers. One area of expansion has been in the area of corporate
social responsibility (CSR). Specifically, under the name, “Customer Equal Project,” Lotte has
been seeking to engage its customers in its sustainability efforts of balancing business profits
with social and environmental benefits. Through the Customer Equal Project, Lotte rewards
customers for voluntarily engaging in sustainable purchase and consumption behavior.

Lotte Department Store has focused on innovating the organization structure in its efforts to
improve the handling of customer complaints. These efforts have culminated in the adoption of
the “Consumer Centered Management(CCM)” system which was officially accredited by the Korean
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Fair Trade Commission in 2009. The main purpose of CCM is the prevention of customer
complaints. But if and when customer complaint occurs, CCM brings together people from all
relevant parts of the organization such as sales, public relations, purchasing, logistics, quality
control, and customer service to develop and recommend the best solution to the problem as quickly
as possible. In 2010, Lotte went as far as entering into an agreement with its 71 suppliers where
it promised to support their adoption of the CCM system. This effort was widely recognized as
a pioneering effort in disseminating the culture of customer respect in the Korean retail industry.

The customer service strategy at Lotte Department Store is also characterized by the wide
variety of communication channels available to the customers to voice their opinions. The wide
range of channels through which customers can ‘talk to the company not only improves customer
accessibility, it also helps to increase the reach of the benefits offered by the company to more
customers. Furthermore, it motivates the organization to stay more alert and responsive to
customer needs. The four most notable communication channels are as follows. (1) "Want Slip.”
This is a convenient way for customers to file complaints or suggestions. Rather than customers
having to write their opinions themselves on paper or on-line, they can voice their opinion
directly to the sales clerk on the shopping floor who will then submit the opinion in written form
to the appropriate party on their behalf. This system takes away a lot of the hassle customers
must bear when voicing their opinion. (2) “If I was the MD"—customer suggestion system. Through
this on-line system, customers can freely leave new product and merchandizing suggestions
including ideas from other countries. The company then reviews all suggestions in terms of
merit and feasibility and regularly rewards those that are deemed valuable. In the year 2010,
a total of 3,794 suggestions were received out of which 120 were chosen as valuable ideas. (3)
Voice of Customer(VOC) system. This is an on-line system where customers can express any
opinions including complaints, compliments, and suggestions. All opinions are then transferred
to appropriate personnel/department who then is required to respond within 12 hours. (4) 1 to
1 real time communication through social network services. Since August 2010, Lotte has since
opened three Twitter accounts and a Facebook account through which customers can easily
express their thoughts. All customer comments are shared throughout the organization through
the VOC system.

Lotte Department Store also maintains an active Customer Relationship Management(CRM)
system that is linked closely with their GIS database. Through this system, they are able to
pinpoint and cater to the needs of very specific customer segments such as working moms’,
‘baby boomers’, or customers residing in certain geographic locations. Another important aspect
of customer service has been the enhancement of the safety of the shopping facilities. In addition
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to raising the maintenance standards of all major facilities such as escalators, significant
investments have been made to improving the air quality of the shopping area.

The customer service efforts at Lotte Department Store over the years have certainly been
fruitful in the sense that it helped the company to grow into one of the leading department
stores in the country. As the company looks into the future, it is clear that the efforts not only
need to continue, but also to broaden even further. The retail industry of tomorrow increasingly
calls for services that anticipate customer needs, not merely respond to their requests. Such
innovative service strategy requires, among other things, a deep understanding of the fundamental
human nature of customers. The challenge at Lotte is to engage in long term investments to
develop such capabilities in their staff at all levels and to continue to pre-empt the competition
in designing innovative and implementable customer service strategies based on those capabilities.

Key words: Customer Centered Management, Customer Satisfaction, Service Strategy,
Sustainable Consumption, Lotte Department Store
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