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2 e olyEnde] AujattEe ©E Bl F
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W 2 E 4 LI WS (%)
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(DWT) 60,000 o4 47 218
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54 mgk 60 27.9
5d~109 73 34.0
oz} 119 ~154d 46 21.4
Z2Tgs 16 ~20d 30 13.9
214 o] 6 2.8
A 215 100.0
Sales 79 36.7
Operations 69 32.1
R Bo} Customer Service 31 14.4
Document & etc. 36 16.7
oA 215 100.0
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Zt 2HgEEe] &gl 7ol o2 Nunnally
B Al AH8E Mulagd SHETEY HYE (1978)7} AAst= HA &4 60173 F3H
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AR ((E 3) F=x). 844 2AFA (promax A AS T, 859 HEYS Felsh] ¢
rotation AH) S Edte] AFA|7F 1017490 371 sto] ZolA gQlE-AS AAST. g914 g9l
8RQlo] F&Hom, o] 3709 891 7H7} 43 S 53 89 4SS FHEgdAY e
824 JAIAEL, agn WHELS A d T2 o] Foix=H|, FHEEAEY BEe (&
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|- R 9 FTZ PR 788 779 | 7.633
51_74 [} T _ _
g | EEEAANA ] AR 2 ° 3 525 0% 45g *
w2 ;S]E‘}‘é
PR - 884 713 | 12.079
WA | -Hetsd i | -8 658
4 -7 A= 8 4 -.788 8782 676 11.599
-2AEY A4 -.558 782 12.861
LA 5.160 | 1.476 | 1.230 | total | ¥) & 7 89
V212 149
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4 9t (Anderson and Gerbing 1988).
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-063 /
oG
H5A 2B a0 D2 / 700
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The Study of the Effect of Container Terminal Service

Quality on Customer Satisfaction and Loyalty:
The Moderating Effect of the Company Size and Port Location

Rk kK

Kwangho Ahn* - Minsung Kim** - Byung il Kim

Abstract

Logistics service is one of the most frequently addressed competitive edge exercised by
companies who face intense competition in the market. This study focused on the logistics
service quality of container terminals because of its increased importance in multinational
trade: Over 80% of the whole international trade involves seaports, and over 30% of the
total container freight is incurred by container terminals. In this regard, this study
developed a service quality measurement for container terminals, which has not been
adequately dealt in the context of logistics industry.

Based on the review of the existing studies, this study built the conceptual framework
describing the relationships among container terminal service quality, customer satisfaction,
customer loyalty, and WOM intention. In specific, the positive relationships between
container terminal service quality and customer satisfaction, between customer satisfaction
and customer loyalty, between customer loyalty and WOM intention, and between customer
satisfaction and WOM intention were hypothesized. In addition, port location and customer
size were hypothesized as moderators in those relationships.

Even though the users of those ports could be expanded to manufacturers and freight
forwarders, this study defined the sample as shipping companies using two ports: Incheon
and Busan, so that the sample could be more homogeneous. Total 300 questionnairs were

distributed and 240 were returned (80% of response rate), and after a careful screening
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process, 215 samples were achieved for further analysis.

In terms of testing the relationships among container terminal service quality, customer
satisfaction, customer loyalty, and WOM intention, the overall model fit was acceptable.
Specifically, container terminal service quality dimensions were identified as having positive
effect on customer satisfaction, except for ‘internal quality.” This implies that customers
might take “internal quality of the container terminals for granted, and ‘internal quality’
might not be able to create competitive advantage anymore. The hypothesized positive rela-
tionship between customer satisfaction and customer loyalty, between customer satisfaction
and WOM intention, and between customer loyalty and WOM intention were all supported.
This suggests that ‘external quality’ and ‘interactive quality significantly lead positive
WOM via customer satisfaction and loyalty.

The relationships were compared between Incheon and Busan (port location), and between
companies dealing with large sized customers and companies with small-medium sized
customers (customer size). All models for each case were acceptable in terms of model fit.
The specific findings of testing the moderator effects of port location and customer size are
as follows:

First, in case of the port location, the result shows that the relative importance of service
quality dimensions on customer satisfaction was in the order of interactive quality > internal
quality > external quality for both ports, but external quality was significant only in Busan.

Secondly, it is found that customer size significantly moderate the relationship between
service quality and customer satisfaction. For shipping companies with large customers,
interactive quality was the most influential quality dimension on customer satisfaction,
whereas external quality was the most significant dimension for shipping companies with
small-medium sized customers. This implies that the segments of shipping companies based
on customer size are fairly distinctive. In turn, there seems to be a need for customized
service package for each segment.

This study was trying to apply the results from existing service quality studies to
container terminal service quality area. Therefore, terminal service quality dimensions and
measurements were developed and tested empirically. However, in this preliminary stage,
this study acknowledges several limitations and directions for further study. First of all, in
order to develop a comprehensive logistics service quality scale, other logistics service areas

than container terminals should be included and tested. Also, additional testing of other
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moderators, such as characteristics of shipping company, will make the presented framework
more complete. A cross—sectional method applied in this paper could be another limitation.
It should be desirable to include time sensitive customer characteristics and the dynamic

aspects of the customer value as service quality improves.

Key words: container terminal service quality, customer satisfaction, customer loyalty,

port location, moderating effect
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