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Measuring Parcel Service Quality
Jae Wook Kim* - Sung-Gun Lee** - Jiho Choi***

Abstract

The quality of parcel service is recognized as being an important issue in rapidly
changing parcel service industry. To better understand the criteria used to assess parcel
service quality, we examine the literature on parcel service industry and service quality,
and conduct interviews with parcel service managers. Based on the results of the
literature reviews and interviews, a valid and reliable measurement instrument for per-
ceptions of parcel service quality is developed and refined.

Results show that six determinants of parcel service quality are extracted. Among these
six factors, speed, price, accuracy, and convenience have an statistically significant impact
on the customer satisfaction of parcel service. Finally, theoretical and managerial
implications of the findings are discussed.

Key words: parcel industry, parcel service quality
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