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5. Conclusions

5. 1. Discussion 

CE is an important factor that companies must consider in order to 
improve their bottom line and achieve sustainable growth. Improving 
CE is directly related to the ability to sustain competitive advantage 
(Rust et al., 2001). From this point of view, it means that self-employed 
people - as essentially the presidents of their individual companies - can 
improve their competitiveness and achieve sustainable growth by 
improving CE. The main reason is that CE is a very important tool to 
connect customers and businesses (Simons, 2001).. Therefore, whether 
self-employed people in the traditional retailing business can sustain 
their growth by enhancing their competitiveness when they carry out 
business was analyzed, considering more variables through a compari-
son study between the traditional and new retailing businesses. The 
main results discussed above are summarized as follows. In the regres-
sion analysis between CE and customer satisfaction, both old and new 
retail firms showed statistically significant effects. Value equity, brand 
equity and relation equity, which constitute CE, mean that customer 
satisfaction is very important in the retail industry and that sustainable 
growth can be achieved in relation to these values. 
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