Adoleude] AusEd JE A2

Developing the Scale of Service Quality of
the Container Terminal

HEHE ¢ & ®)

20064 2 H
ST KB KA

RAE YAl 2= BB R



Al

A

A

Al

Al

Al

Al

I
1 A AT HIA T B et
1. AT HZZ s
2 ?j?_g] %75] ....................................................................................................
2 A A TEY] HFH T B Q] e
P L A e [ R 2
1 Zé Hlﬂi%goﬂ 7_?1— ?ﬂ?‘ ..........................................................................
1. A2 Z Ao B3 NPT EA i
2. A B AZ A ] Z A QO] et
2 A 7|Z ATES QA b S 10
1. ’5:3]-?_}1\_12”‘0]] g)\o] LHQJ@I ‘—rLth:C’ﬂ FFBE O L e 11
2.7‘;}{/1\_15_119/]73@3_9_01] 7_-3&9_:% .......................................................... 13
3.3 D FUEFANAEZZA Ao FTF QTG e 16
37%7‘%}94{_0]39/] B‘j_ﬂ 1:%1/\1315_\‘ _1_—:_Ixé ........................................................ 18
1. B0 A O] U E TG Q] THA cerrerrrreereernieir 19
2 7‘;}{{\_}0‘39/] _'f:l/\g 1:711 u‘jz,_ .......................................................................... 20
3 f‘g}lﬂ_/q}j]ig] gz\g ...................................................................................... 29
4 A Aol Eu o] T TLE 26
1. Aol UE T Y 7]% T AJA e 2%
2. A UE M2 A2 o] $AH(A}, B, BFEFFAD) e 31
3. AH O HE RYE A H]|Z20] B A e 34
5 A 7_} %oéx].tg HH]Z_\. xﬂ—g’— E‘j_ﬂ gl EH}?J'Q/] :rLT,‘i_ .............................. 35



2. el UE M LA AFahe Aulze] W B A 37
3 /\11:]]/\ Zﬂ%l _Z’_;ﬂ\-:ﬂ_; B]E’_ .......................................................................... 41
A3 Aol UE A AU 2FA] HA TR e 45
A1 A 7E AT vael A B AU M A AFE s 45
1. 712 A7=2 23 Ago]YUEHu]d Hu] 29 EA s 45
2. WG 0] FEFA A O] e 47
A 2 A sl W o AgolHEuE AH] A9 AR T O E] e 49
1. 7‘;}{ 1;&1 ijﬂo]qgu]g Hu]i_o/] é;_/xg%?_] _ir% .............................. 49
A 3 A A" olUE G A B AZ A O LAl i 52
1. 7‘%}9}3} Zj};ﬂ O]LﬂHU]L_;! A-]]j]_/‘_\_‘%-.ié] _g__/t_o/] %721_ ................................ 592
2. ZAHolUERYE AMB)|AFZA S BT 54
A4 ATRG D ZEH ] FF i 57
Al 1 A 0 TR B 57
A 2 A AubA ol AU AZEA T P AT O] FhA| e 58
1. A 2Z A T ATZo] FHTF 01 L e 58
A 5 G QAT v s s 60
Al 1T A QLU AF e 60
A 2 A TR O] TJEA e 60
;q] 3 Zé %%710391 %1%75] %}‘6] ........................................................................ 60

I liMiM M B BB 62



62
62

Njo

2

ZAeolyEnd Mulx 2}

o

A1

<
H

e
e

B!

"
=

!

63

g

pzel

<

K

R
o
"
=

!

67

il

=l
T
~

Gl
,mﬂ
v

B/

68
69

o] ..

Aol B MY A ~ED A4

Z] 0]
L

=]
&

4.

!

Z

i

A

A9 7h

o.

75

e B B

A TR

75

A7 A3} o

}_

el

Al 1

77

A2 A

78

=
sl8
r

e



<#-18>
<3#-19>
<HE-20>

<#-21>
<3E-22>
<3E-23>
<3E-24>

Aﬂﬂ]i%;‘g 7‘_:[3_23 _Q_ﬁ\_(/\ﬂ‘ﬂ]iil985) ...................................................
PZBE] A H] 22 A A Q Q1 (1988) wrrevrrrrrrsrrrresurssieniiiniiiniiniieiieiieiiee

U e o] AA QLo THFE QT T e,
of

];g/_].:l. cﬂ:rL JI coeevvmereeemmmemmmnnnnnii

o
i=]
Aul 0] BHEo] WE FERAH] 20 B A s,

v

Botgro]l Sl AA L AH A F]EE BB

o
o
hal

)

4

o

°

o

=)

il

>

=

(W M

o

i)

2
do

gty Aol YE u o] AHuH]A QA TR
A o) UE UG A H] 22 QA e
AEe Aeoldeud Au2Fd &4 % AREWE s
AH]AFZ AT T A TEZE O] H] DL ceveerereemereesemne i
Seat 7199 5 ol g @ N dAEs Suhabe] G e
RERY

E} 20 A
= h

b
1o
iul

23
a
oy
=)
i
p)
Mo
1
iy
_Y‘_I‘

ML o
& e
AT
Mox
I
i



<E-25> 2 Ao AHUEE A AEQ 57 AL W AFGE 69

<FE-26> %XS] iﬁl_l;_tg /‘\_]Q/\é T,li_/_\jgjq, ........................................................... 71
<T-97> 7_} qj; 11;_}947‘;:— Zl—g] 2617_17;” g_)q ................................................ 72
<HE-28> AW 2FAN A wEe] wag A AL A s 73

[Z2-1] 712 AT T2 W B GO TAF v 11
[28)-2] A"HolUE U U] AMEE T 7} J] 2 5 e 14
[728-3] S uFmh B 1] O Tk A ovreoitbeenseenserssiemss e 19
[Z2F-4] ZHOIUE U E U B TR st 29
[28-5] ATRE SR PP- TR g o eeoeeeeinineeeee i 57



Developing the Scale of Service Quality of
the Container Terminal

Kim, Dong Jin

Department of Logistics Engineering

Graduate School of Korea Maritime University

Abstract

There is a relative dearth of literature to Container Service Quality,
although a lot of studies were achieved for Service Quality in the internal
and external. The Service Quality has been recognized as the most
effective marketing asset in companies’ competition. The high Service
Quality effectively positions the core strategy of own company in the
market.

Like this, It is the most important for competitiveness improvement of
Service Quality to enhance customer satisfaction so that domestic
container terminals might have future competitive superiority.

However, some parts of Service Quality have not given a definition so
far, since it has a complex structure.

Typically, the concept of Container Terminal Service has been used in

_Vi_



respect to port service until now. There is no necessity to distinguish
container terminal service by concept or property.

The purpose of this study is to develop the most appropriate Service
Quality in the container terminal through empirical analysis such as
existing theoretical studies, expertise survey and SAS program.

It is necessary to show the way of evaluating Container Terminal
Service's importance and Service Quality.

This study intends to understand overall satisfaction survey by
Container Terminal Service’'s evaluation through Regression Analysis

where customer satisfaction will be the dependant variable.
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