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Abstract

An Empirical Study on the Key Factors for Quality
Management affecting the Service Performance

— Primarily on the Shipping Company -

Ko, Lyoon

Department of Shipping Management
The Graduate School of

Korea Maritime University

Shipping is perhaps one of the internationally recognized industries. Also it is
one of the world’'s greatest and the most dangerous industries. It has always
been accepted that the best way of improving safety at sea is by developing

international regulations that are followed by most shipping nations.

Following a number of very serious accidents that occurred during the
1980s, which were manifestly caused by human errors, with management
faults also identified as contributing factors, IMO(International Maritime
Organization) adopted the ISM Code(International Safety Management
Code) for the Safe Operation of Ships and for Pollution Prevention in 1993.
The ISM Code works in a similar way to the ISO 9000, but focuses on
assuring the safety management practiced in ship operation. The ISM Code
contains many internal and external elements that are comparable to the

ISO 9000 standard. For instance, they stress the needs for the purpose of



management review that ensures continuing suitability and effectiveness of
the organization through reviewing of the corporate policies, objectives and
targets. The compliance requirements in document control and recording for
the ISM Code are similar to ISO 9000 standards. They also impose strict
auditing requirements that monitor the extent to which corporate policy

and objectives are being met.

In recent years, the quality and safety requirements in the shipping
industries have been more stringent than the previous requirements. For
example, OCIMF(Oil Company International Maritime Forum) developed
TMSA(Tanker Management & Self Assessment) program for the purpose of
further improvement of management quality. And oil majors charter-in the
vessel for their own cargoes according to the evaluation of the operating

company and vessel on the basis of the TMSA program.

In these regards, it is essential to effective quality management system
which can cope with a change in shipping business environment and
improve shipping service performance to get competitiveness in the
international shipping market. Also ISO 9001:2000 system have become the
main stream of quality management in the majority of Korean shipping
companies from the mid 1990's under the perception of successful tool for

improving quality and other performances.

Many practitioners and researchers advocate that ISO 9001 system can help
organizations foster their shipping service performance. Nevertheless, some
other researchers advocate that the implementation of a working quality
management system can only partially be achieved if the ship operating

company does not use the ISO 9001 and ISM Code as it was intended.

Along with this theoretical review, this study on the focus of the Korean



shipping company which provides shipping transportation service examined
following issues. First, how each of the key factors of ISO 9001 quality
management affects service performance, internal customer satisfaction and
customer orientation. Second, how the internal customer satisfaction affects
service performance and customer orientation. Third, customer orientation

affects service performance.

For the purpose of clarifying these questions, the empirical study was
carried out by conceptual modeling and hypothesis testing. The Data were
collected from 232 employees among 25 shipping companies in Seoul, Yosu,

Busan by the using questionnaire method.

Frequency analysis, factor analysis and the structural equation model
were used to analyze the data. To verify the reliability and validity of
quality management subordinate factors, Cronbach’s a and confirmatory
factor analysis were processed. The hypothesis tests were conducted with

structural equation modeling analysis.
The results of this study are summarized as follows;

(1) Management responsibility of the key factor of quality management is
crucial 1if the shipping company really want to 1improve its service
performance and foster internal customer satisfaction and customer orientation.

(2) ’'Service and product realization’ and 'measurement, analysis and
improvement’ of two key factors on quality management are regarded
'process management’ as one common factor, reflecting recent characterized
trend to be stressed the whole process in the individual sector of ’service
and product realization’ by the advanced ship management system. 'process
management’ has a positive effect on service performance and customer

orientation. However 'process management’ does not have a positive effect



on internal customer satisfaction. Note that this barrier is related to the
employee’s incremental difficulties to satisfy the new requirement by the
various organizations for auditing and inspection and the lack of mind for
the employee to perceive the important role of process management.

(3) Resource management of key factor on quality management has a
positive effect on internal customer satisfaction. However resource
management does not have a positive effect on internal customer
satisfaction.

(4) Internal customer satisfaction and customer orientation produce
positive influences to service performances. However internal customer

satisfaction does not produce positive influences to customer orientation.

According to this study, quality management of Korean shipping

companies are recommended as follows;

First, especially management responsibility i1s highly significant to the
service performance. Therefore top management continuously give great

consideration to the employee involvement and commitment.

Second, shipping company should focus on the clearness of the
employee’s perception to target customer and motivates employees to have

a customer oriented consciousness.

Third, shipping company should establish adequate countermeasures for
the effective process management 1in the consideration of internal

customer’s satisfaction.

This study is limited to Korean shipping companies and ship management
companies which have been identified as having implemented ISO 9000 and
ISM Code. The quality of survey results depends upon the knowledge of its

respondents. These individuals were targeted because they were most likely

_iv_



to be knowledgeable about the relationship between key factors of ISO
9000 and service performance. But since there may be variance in the level
of knowledge possessed by the participants, systematic variances in the

research results may be introduced.
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Ship and for Pollution Prevention)®] A2} Zt=ol] o] x|3¢] o]g)s FHale oA
Res. A 647(16)= A =sk3itt.

il

o] AAE 1919 119 BARY FEAT Ag5He BRI B F3

Ed &2 st IMO #1732k F 3800 thA] 7§ H o] A4 Res. A 680(17) 414

o
o

=

77) 252 - B14 . 0ka-0 . A5 Teigobd AANA vln A | Srelabekel 1998 pp.97-103.

78) DNV, "Guideline for Development and Implementation of Safety and Quality Management
System,” 1993.

79) A. G. Marsh Amiqa Mni, Ar utroduction to Quality Assurance i Shipping, London: The
Nautical Institute, 1991, p.14.
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FAA 231e Aderlz 24l

olg g e =29 o]d 3w (Norwegian Maritime Directorate)©] 33}
= FAFHEA R stojaw SRS ST o] ¢k AR SfARd 93
A= A60AF(1992. 4), Al612F(1992. 12), Al63%}(1993. 5)3] 9] & F3l ISM Code
HEe AAA HAa, o] HFEL 1993 1€ Al 183 IMO F 3|l A 29

A Res. A 741(18)2 FAHOEZXA, 7]E] AXHAUY Res. A 680(17) "IMO

Ho

Guidelines on Management for the Safe Operation of Ships and for Pollution
Prevention”2 # 7] % 1, “International Management Code for the Safe Operation

of Ships and for Pollution Prevention”7} A} & o] x| €% g]t}82),

80) o] F3]ollA= HE Res. A 681(17) "Adute] ¢bd 2 e dwix e} et 238719 FAlo #g 4
iP(Procedures for the Control of Operational Requirements Related to the Safety of Ships and
Pollution Prevention)"& j&sle], Aute] obdz ¢ odubx|9} #dx]o] 2Hy }i?/\}ﬂ«] EAE 4
gk w1k A 234 A AES Se Ak B AR U8 A7AR] AES 86k e

81) O. H. Fritzner, Selecting Standards Quality Control m Shipping Opera[zm, London:
Cambridge Academy of Transport, 1991, p.6.

82) =g, "HuFdYA A8 AuU-ISM Code &H-4& A3 AAbe] ths-#2F, | ofA: 3=
A, 1994, pp.4-9.
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A2d AR89 ISO 90004 2] =9k Resolution A647(16)9] &2 2] o4

S BF 4839 SEP(Safety & Environment Protection)S A A sttt o= A
s Abo] ok T Al o] =F 02 Level 17H Level 7HA 2 2/ st o

Level 1% ISM Code &+ 2 FF38tal Level 2= @A SEP FF o0& 538t}
AubsiAl A2 AR Age] FES B AdFsta, AgeFoEA TAFE
53 A 2~ " (International Quality Rating System: IQRS)/=r #| 3+ 74 5 3 A] 2= €l (International
Environmental Rating System: IERS)/=r A ¢t # 5 Al 2~ ¥l (International Safety Rating
System: ISES)S 7@t & Fo At}

st g g so A= ot FAH 7FA] 2~ ¥l (Marine Safety Management Evaluation

System: SMES)S 7jatsle] &

e B2 A4 5E5s FAH . ol FEHLS ALY #e, A Ix

2B, AbaL A 2 RA ek gl Al o] A3 A, ek de], A9

A, ol 2 A G Tl ek 87k R E/FH o St

# ol &= AHP(Analytic Hierarchy Process)
A4 5 AFZAIVE BREHD ek o] AFEL V|EY A AA

A AP AHPE &3to] cbdaefAAle 94 7HARE et

gul S FA H9 2 ISM Code +% %7kl #3 APAT+E5S A std
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83) 4Tt “dHE71de el AA FEHAE el e A Faef ot
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<% 2-5> ISM Code &% 7} Aad+

A2 T8 dTuE
Aubgde]el Zagk ISO 90004 2] =9 Res. A 647(16)¢] 4 ¥
DNV g5 E BF F45to SEPS AA
(1999) Aubsjapd 2 b dea =g s 2 HAFsL s
AHFS A28 IQRS/IERS/ISRSS /f#ste] &85
SMES (Marine Safety Management Evaluation System)Z 7} '3} o
KR & =
(2001) AP E Aur Aduke] giE] HER A Eo] TMEiEE A
87k F 608719 AR F4
Deming’d WAL A, 9, wg, AR 24, 2F, dy, FARF, FYAE
Malcolm oA, AR Z4, A A, AAAAY N dey, TRAX
Baldrige’d e, a8, aAH A el #F 2A
AR 5
Achal & ctdHg Al =T =Y s HE A+
(1999, 2001)
& &(2002) 371499 TQM &5 3 A4} AA
B AHPE o] &3 A Aal APAd Z5/HEeF AA
(2004) Tk ) ~
TAMAR G =US T kA S5 kel w3 A
=t At g AR FAEAGA " A8 AA
(1998,2001,2005) A FEAGYA, FAARAA, FEAAANTL T AR 74
T Al Qb &2l F(ISM Code) w9 A2 A+
e = ISM Code® &9H7HAadAd REMds L9 % A5
Tt A w2
(2005) =
AHPZE o] &3 ISM Code 9 7IA1 % A4

(5) ISO 90013 ISM Code H] L

ISM Codex = AI|A7]Fol A ISO 9001:2000= 71 %= dtof 7HdshglaL, <k

A0 B WES FED Rolth 4/A AL el EHOE £
9= ISO 9001:2000, ISM CodeZ 2w Hlmatd <& 2-6>% 2T =

R
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o
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<3k 2-6> ISM Code®t ISO 9001:20003} = 1]

ISM Code® ISO 9001:2000% &+
1 U REAL R 4, 51, 55, 5.6
2 d B AFRIHNA 5.1, 54, 55.1
ERDETEREL: 5.6.2
4 [ A AAA 0.6.3
5 [ Ao Ags AW 5.6.2
6 | 493} 99 6.1, 6.2.2
T [ AeRs A% A A 65, 7.1, 7.5, 8.2
EREE !
9 AT, AP 8 A de vy 2 B4 | 81, 83, 85
10 | Ae % Adneje) Ao 7.1, 752, 7.6
11 | &4 3} 5.6.6, 5.6.7
12 [ 349 A%, & 2 37} 8.1, 8.2
13 | SMEHE, 45 2 ¢ 8.1, 8.2

3 2-7> 1SO 9001/ ISM Code +85H H]aL

T ISO 9001 ISM Code
AAFA 2| AAZEHATIS0 A ARG | FAA/ IO AR
ANz | EAHY AL AHAG A2
Ag/w | 4 e BAwE D 2t =7te) Ak FRRA
A otw | BEAFEOIE A9 Aol & | SOLAS 939l & Codes] 4AI3HE
T | e e Azl WAeko] AL £5 2A
Fand/E ARzl 0 ;
- duictdge 2 BAnss BaY
agyy | SABEEWERARISE D T o eangan an
EARGAA A
A e 7 uE AR A A
LAQA, DNVQ, ABS QE, BVQ 5| tlF&9 Ago] A=
e | TR AFIA BRATE ) 4| FRadomry 245 4un
GERA g g 2 BIBe 4 wAREA| A4 AABoR S85
Bo2yH QN0 FRY | MU0l AF A% 5
AS A9 o = fra7]zk 54
717k 3w
D L SR ST FUAF] o 1DOC)
R A I - v 259 (SMC

. )
o X Hl—% 1}15’3
ISO 9000/14001 Series = %2 ISM Code 5 A1H MO

A | ol 3 A

woaq | BERATAE Aesel Hael | DT S0 L

zl; gy EH%]_(# 0127\1 u].:. =1 W ©

" o Ak obA 7] =4 (SMC)
31 - Add g ol (MR) A A > 0 {T&ﬂﬂ‘ﬂj} DP)A A
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2) TMSA (Tanker Management & Self Assessment)

A3 A=A H 2] 380 (0il Company International Marine Forum : OCIMF)ol A
AR ML 7IFo 2 7 wo] A F AL Al AL U
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HEFEZEE Hsto] Aujddsd FAds e EFAGAE A AAE
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sha 9tk 20089 28 E OCIMFOlA A% @ TMSAZ 2 vle] 44§ 8415 o]
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OCIMFol ¢ 5to] 7)uks]9lu},
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FA7G FEol Folstel H2A LY FFol wHIA Hdo HA g
omR Fo FoplA A $ES FAFES it =TS FEAAE Aol

Q

Hrtstol Hrk A#RE pAI NS e GAR AgS FHstolop s o

Ao oste] A3 @Al =5 FAstolol Ik A4 4
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<% 2-5> TMSA =31

], ORAdA 9 vdAE, @F4d, 24 B A 127HA g8 o R 74 H
o, zb =¥y E PDCA(Plan-Do-Check-Act)Abo] o 23t 4949 KPI(Key
Performance Index)7} A& =] v}, TMSA Zutel tjgt A A= FH4E5 9
Aot tzo] ZrA2Y 8o #ak do] FaskA

TMSA= ISM Codes TAH o= Ad7lss At 2de] oA g A
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<3 2-8> ISO 9001:2000% TMSAZQ &4 wx
ISO 9001:2000 TMSA (Code No.)
4. FRAAGAN2=E
41 9@ FALE =A#E Y da 2 =X(1B)
42 +A3 8 FAFS A /4 2k W Eek AW (1B)
421 AukA}L3) 422 AW %Y 2] A} &% Best Practice 7% (1A)
423 EA 7 424 7129 w4
5 74934
51 499 52 2AFA 53 FALA
54 719
541 F2ERX 542 FAAFGA 2 7] 3 Ao 19 2 AFAA)
55 A, AT L A AT g e FAre A 2 w2 (10A)
551 A 9 A3 552 A<l AAFA ME TH L ALUAA)
553 Ul oAl F
56 491 E
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71 AEAH 718 =
= Z o) ZH] o WA v (4B)
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8.1 URkALS}
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823 T2 A2 3 EYEZH 2 =4 AbaL F AR 214 (8B)
824 AFe s mUEHH 2 =4 Ad4 H7HOA)
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<21¥ 2-6> ABC Shipping Limited 9434 #d %

ABC Shipping Limited - Risk Profile Report

Risk Exposure and Controls Ranking

T e s

‘ Description of Risk W ‘ Risk Severity I Control Priority
| ‘ Potential
(e [ Low [Moder.| High |Catast.| | Low Med. High Low Med. | High L.M.H
STRATEGIC

[S1 Buying and selling ships
S2 Senior officer availability
S3 Key person dependency |
S4 Management Reporting anomalies |

COMMERCIAL

C1 Communications |

C2 Political risks

C3 Charter Clauses Liabilities

C4 Forward Contract Cover
C5 Customer loyalty

[ C6 Market tolerance to poor performance

FINANCIAL

F1 Aggregate losses below deductible
F2 Uninsured liabilities
F3 Reliance on Corporate Group credit
F4 Critical cost factors

MARINE AND OPERATIONS

MO1 Bridge management & integration
MO2 Behaviour/Procedures Dependence
MO3 Risk Audit Reliance
MO4 Safe systems of work

MO5 Control of contractors
MO6 Group directives and Invention

TECHNICAL

T1 De-ballasting

T2 Hull stress monitoring

T3 Major equipment replacement

T4 Pollution (OPA90)

T5 Ship communication systems

T6 Third party supplier contracts

| T7 Supplier risk assessments i

A8 Sedgwick-Maritime Risk Management Services Ltd.9] A¥A &

i,

3!
i)
=
- 2]
rot
—
wn
@)

9001:20008-



39 mlate] o atH ISM Code®t TMSA® + %42 & ISO 9001:20009] 7K %

Tx 7l Fa 850l FAHY due AS & 5 vk ISM Codes
ISO 9001:20007] & =Aed F7tsto] sjdel e ¢ty SART FHE FiL
of B9 FAAQ ZRALE FAGA Ve Aot & 9i, TMSAE A
FAd FEA FxH A A FAE Jgookste X R} A wE T
of AFAF e g RS Fxd FA 4 FEo dste] AR 984
o] H7h-grel ok Wste] g o] tate] dAF V=S Aste] ¥ Aol T
ootk oAl ZEkd ISO 9001:2000- % Ak wokol A g8l 7)e] A et g o
44 Ao, ISM Codex i etdol 245 gt5o /e fEAu 25 9
3 Aol & 4 dtf. gl TMSAE +24 3o 53t Wy JIdES
Lukstojol e EFAE nEd A seAv 2o Ao & F A
o]} & g <aY 2-7>3 go] Amd =

<2® 2-7> ISO 9000, ISM Code B TMSA®| 7l H] i
* S0 000(F A2 200
R 22|
S \ *|5M Coe(d 2212 &5

ISM Coded] H5d 3+ 99, TMSA A3td e 99 BFE WEHA 7ok 3t



M

ol 2}

o

ZgH el A

o

L
T

Ferguson®} Berger

Aok =

At

3

=]

& Ao Holop @

=
o

Al A 7wl aL

3} )
7 H3 e

3
IR E P ERERE

A 23

75

A

o

=

BN

—_
o

2

j

2

3]

/BF

/\El

HEAAFEH Mul2Alsa= A

ol
c
o

-

—

el

o
HR

o

*

4

Fol Az Agas

o

I+

—

N
NI
[ml

W)

1Xro
—

<l

N

=
o

R

)

|

ox

+

Y

N

=t

of
=

ﬂ
o|J

o

Njo

—~

4r

ojn

o}
o)
oy
Njo
o|J
N

=1
=

|
T

o)
o

A A, AEA A7 2HA

ol A

S el s

Aol 9

2

due s A

o
-+

AL, A sk
gol EolAm 1 A%

<}

17h 3ot ol whel Au] 2

Z A 7L

|

g

R
R

NIr
jm

Bl

—

NI

o A

FREe ARAAS WL

NI

of
NI

Osborn<g 2 F vt

t] Schermerhorn, Hunt %

e

ol
=

= =
T EH S

°E

®

o))

®r

\n

A 5 =

of
N

3 Porter® Lawler:= 2 F-3t

Ao}

<0

<7

N

wr
a

ol

i

q
b
i

=

)

N

o
N
Ko
ofy
N

_49_



R

} 93 th. Beatty

o

e o Ay A9

)E)]'

[

%

4

}

SEERCE

[e3]
L=

7}l A

3

I

2ol o @

<

11

—~
o

-
N
=

o
o

o

o

A

7}3

o

3

O]ﬁ

A

149 2o

o

L%

[¢]

2-9>9} 2}

=

=

5T
it

A} A

o1 0] 4| =

ofp

ruiel

hSS

AY 2 ek

= = g
T 50

)

"

0|

W

7§ ¢l

ol

=]
R

dlo] B <

o)
Locke(1976)

A2

L

T

™
o|
K=
~0
n
T K
®I RO
M ~B
o P
T )
7o ‘Be
il
il
N
—_
N
A T
NT
—_
N
o B
o,
MH ;01_
Mo =
ol DﬂT
N =
=
- of
X
=
0
(@)
=
>
=
947
9]
[as}

Smith et al.(1983)

Porter &
Lawler(1986)

Schermerhorn,

]

Hgow ofFofA 7] |
402 FAHY dv o A

Hunt &

Osborn(1997)

Milton
AA L
%l

|

—_
o

vzel

X

_‘gjo]

=

==

< BA

bl

Aol g 717

A,

7o)

]

A
4

o 2
e

o] &4

R

R

T8l Steers

=
2 5t

[e)

I 71Fo g Aort)

Hugh®t Feldman



on
i

Nd

—

NI

o))

@ S5 o

[¢)

1 A= 9=, Brown

3

o
)
il

0SS

)

—_
o

T

—

B
o)

G

B
Angle®} Perryt

S

g]

oW
Ho
=y

Nd

o

veel

-

o)

ANEQE

3 At

e &

3

o A A %

]

TS

A4 o) AT,

A s A A = o}

o

ol
Mo

Z o]t

|

o

].

j

=0

D WHEeAg e 7

e

o
o
B

—_
o

=
=
-

of

BB

7}A]

}

o
pud

T

o]

A,
2 WEeAEe 4w

e mAw uhAE ] &

L
T

wpA e S o) A o] o}
7140

R

R

]_

A2 Wi-vkA g ol o

K]

o=

o

EH}\

e
=

g
A

o

kil

/\‘ﬁj__;,c_

o yet e e A

kel
=

o) ek A

\i/\q_-

2~
T

o

3

S

AR o2 24 o

[e]

H g zE

=
=

1970 of v =roll M 3

w5 o)

o]

N

el ek e

A

T

(el =2
=2 0

|

3

|

&
M-

of

e
o

_51_



o o
T
B
o cY
m A =
B = = |
N n,A ] No do ~3 —
- N [T <~ |5 =
I Wﬁ = - N o ™ ny = e
™ Vv _ < O#E ey U_H = o WL ZT ,mv..._
o o |® T do T M 2! o5 = GRS
= R % R A X =E % e N
T = o P = M| T Y o |< = BT
o X S N | -
SR o PTG | o R up = X X
ﬂ‘_ ol = = N _ﬁ o MH ‘le_I 1 ,m = = O_H
o T ﬂjjogyﬂ plcs b RS
) o N J W o o Hin =
=z ~ T|T P oll= % & ©
< gz D oy o-|F > ol o i " K| ¥ o o
J) o Mﬂ Mo BT o | BT o « o o i o) ey X T, R
-z 7 27 o° Uz 380 FHE : %
— — NS o0 2 —~ = ~ 1 ]
iy ﬁfgﬁiﬁ;u SHEr . 7
o| AR oF ,‘Mﬁ oot uAMu it %w = # = %O “* N ! = ,.L.o ™
— . i L) o] A= o ol N <« X°
oR W ,ov Mo MT = R EK MAl = Mﬁ ey X — = o Aﬁ B m
noe oA |2 ol T i s K sol R
o =% & 1 ‘HA_I En_ .E g o | o NE ﬂmo ﬂ h #E i _ E < ‘a.h
o o A o Mo |° = 8 e it
. o o o o B o= - W Al A 2 = _ Hr
:.L = ,D_I mh Ul M=l i el ~ ‘_.Ju - ol o = e e o, f 1~
4 = %ovvéﬂﬁ%mzﬁommﬁﬁﬂ o g wo~
Hr ‘d|l = ~ - N|= ﬂHW ﬂ.qﬂo o ~ ﬂzo \ = ,m.m w B ,;mw
° o = —|= ™ vo M1 2 ~=|or = oy = = nb
wa B i e il b %nﬂ | < %o| R° 1r;m_o,| o | T ol F o -
O = = T X W N - R e ) [22] Gl mgt ak T o= - X° al | Y
~ X zzﬂwﬁi%mﬁuﬂmzm Mo ° = 7T .
o mn y = = o | ok = e - = by < ) =
sHof o L LT = =0 T e iy = o
T~ = = = i " S xo N
= = = © ™ ) NN < X
MLHﬁr = | ° 8 W%W)d = ) i ﬁ@ma
x]ﬁ =Rl s g Z = 3 = 3|3 sl = ~ oo o < © o
o i g g 2 S| o = T o o M .
g 25 © % SIS . S S ¥ = o 5 _n./u o
v = = == = o 2 = ™
= oF oo = 9 B PR
> N ~ & ~
° .. ° 2 o b X
1 HT N O_ ,_._mo
1M = A]_ ojo N
X c o ®m X
[aN} T NI »ﬁ
;O.ﬁ ‘m
s

fuy

A}
, 2005
3.

o

8
- 52 -

.
o .86

F/‘iﬂ
]Zi U]’?ﬂ‘%J 33}
) 33, A

O]‘Prz]],

86)



NIr

o
oo
Mo

A
<]

W)
<]

Ulo

o
=
oy
Mo
I

—
o

Mo

AuAE

lo] #u}

R4

] o

5
p

-
R

FA17]

)

A

]

A H] 23

ou_o
e
o)
0
o7
ol
ol
®I

o, 7N

gz

)

=
f

o
H

o oA el Qo)A

Fo] Au=EA

5

RS
Z 0]
[¢)

o]

R

A

REAY HE EAR

=

2}

2549 A, AR 9ol
o] 397

kot

=N
o

3
g eo] o i
&

AR 7 o] A

l
=

o

o] whAH 2

=
=

F Lol 7]qfo] s ofof

)

T
Rind

[e]

p
L

A

(5) 79~

i A

o o,

5

H

%

4+
o

o#e

IAe F9Po] A

3

_53_



(7) wi=AFYA ] &8

-

1o
o)
&
oy
Mo

o},

|

of Al 24 %] H

3}

o]

v

i

ar

o

o
!
N

o
H

)

o

o)

i
A
]
]

’

al

—_
o

[e)
TE

|

AA

Ha

S
=

905 o4

a

)

o

T
H

R

-

Y

W
oy
o)
N
o

ey
Mo

3) WHvkAE

e Az P Y A

)
=

SERELD

M

®I

o
o
Nfo

=
ale
o

|

—_
o

e

of

e

o

15

o

-

o A 2

44

s
a

A A ol A

st

4%

]

2o

+4

7}

=

™

NIr

Yo

of
Nfo
o)
NIr

=L
~

A9 xests 24 At @

o|J

1991

L
.

o]

o]

_54_



"

rvze]

w

N
[mt

=

)

b Qehsn ol o}

o

28
Mo
N

H
i

o

ol
oH
e
oy
Njo

o))
W
)
o
ol
on
T
ol
o
Nfo

[
8o

ﬁo
NI
[ml

=

™

w
9
o
-
of
NI

i

—_

Sk, welA w7

=
T

s}
=2

al

el
AL
;OO
=
=T

B!
o

=
B
il

14
i=

e A

Bk

A

=

1 i

|
o
o

ofy

W

A 714

A g ol 71deo] 1

7

al

ol A AAH L LA o

i

Al A2

o

Al & 3

=
=

7}

ERE

28] 2o A

4
Mo
o

)

of

o &

7o) 4

F e 19 A4

_‘-ﬂ‘

o]

It 2 4 gl

s}
=

3 el A ol o

7z

[=1

)
A
o
o)

ol
ey

v A E 70 <

Fol 711 Akl ol M 2]

K]

=]

o

ol

o
—_

A
A

| A= AL

9l

RS

%9

—_—

2L, TG

ox

AT, AEE, 1994, pp.53-58.

ole}
89) Judy A. Siguaw, Gene Brown and Robert E. Widing I, "The Influence of the Market Orientation

A2FA Ang wol A3 U gtk

L
L

of the Firm on Sale Force Behavior and Attitudes”, Jowrnal/ of Marketing Fesearch,

Vol.31, 1994, pp.106-116.

_55_



Mo 284S ¥ nAAGHL Bolde] 4712 §F% T HEAI)E
Fuhagel AAHE HolA 2AS AAsHE Byl PFo|tho o F
Weitz2= @oj9le] nAA G L Aojglo] 159 A nALTE wEal
A st FHIARAE ol gof Toje] £go] HES 2dsE )
AEE dehle Aoz Aosdn, Bude] nAAFHALS 4714, 4K1HQ
nARE FA BEE 98 TS nAe BuEs don & gt A5
dada dgasr. oleld dujae] n7
of # AT AW <E 2-11>3 2},

1=
>
of

<E 2-11> a X g A

ATA 39
Leviosey | PAABAE BENAS SRS olsstd ofF e u
evl

Aol A AL Hoz 43 A ATsAE A
S & Weit o de) nAXFAFL Fufdo]l 15 uAA AL FE
axe eltz
(082) wES e FHYAAA S Fol Adojq Tl Ego] o
£2 s vAY Ade SARE
Day & Wensley | AAAFAR LS Fujate] Hduka 7hx| o] 553 olafel= A&
(1988) shgros A, vge) e 5ol TaHE AdY
Simon(l091) | AR el WsHE dw SFes A, wAe] £
rmon o g AEF WS AUE] WA 59 u]
Deshonnde of ot | ZAATAE FNAL Zojel Hug ofef e e A4
o | EY elAE @A e uel el nae) ool A5
o7 3= AlF

AR gAE, Qe ARAGH0] BQ) RAAGH WAL Ggo] B@ AT F0

ojshi AARSHS i 1998, p3le W

90) Yater F Staley & C Naver Jom, "oes Conpetitive Fovironment Moderate the  Market
Orientation-Performance Relationship?,” Jowrral of Marketing, Vol58, 1994, pp.46-55.

91) Ronald E. Michaelsand, Ralph L. Day, "Measuring Customer Orientation of Salespeople: A
Replication with Industrial Buyers,” Jowrnal of Marketing Fesearc/, Vol. 22(November),
1985, pp.443-446.

92) R. Saxe and Barton A. Weitz, "The SOCO Scale : A Measure of the Customer Orientation of
Salespeople,” Journal of Marketing Fesearch, Vol.22, August, 1982, pp.343-351.

_56_



WY A4S AuAGAE] 19 A% AFYS FFAFED FA o
2L Bvtm P E@, /190l nALT B W A9 FaAA B
A AnAGAZREY BHF AQL FukA BAW 24 AGAGHe|A B

= nALTe e %
AAE, A zE we Ade g EAB

Kohlist Jaworski®e W&l A:AGA47% AFS A5dtn $219 4% %
$ud e 9AE EHFPE FLEIAEE DAL T Al B3] 9

g Aze AEFES O Adetal =4

H
Hato] wbgety i okA ks Aolgtal st

@ #A 7 84

B b 245 AAAF)AY A vk3o] AutE A HEEE FA4 7
e oul 3t} 9% Rukert & Walkerd9 = H-A4 3F 452 FA4 7F JAAT S oA

93) D. C. Hambrick & Phylis A. Maison, "Upper Echelons: The Organization as a Reflection of Its
Top Managers,” Acadenty of Management Feveew, Vol. 992, 1984, pp.193-206.

94) E. Fredrick Webster Jr., "Rediscovering the Marketing Concept,” Business Horizons, Vol.31,
May-June, 1988, pp.29-39.

95) A. K. Kohli and B. J. Jaworski, "Market Orientation: The construct, Research Propositions,
and Managerial Implications,” Jowrrnal/ of Marketing, Vol. 54, April 10, 1990, pp.1-18.

96) J. F Gaski, "The Theory of Power and Conflict in Channels of Distribution,” Jowrral of
Marketing, Vol.48, Summer, pp.9-29.

_57_



m Ak o ® T o T o T o XO
H o, ¥R 5 B oo T X —_— T
er%Nam. o B oW iz mr Cy
CIN I I N ~ o o el uﬂ ) o) W
~ o T od L e o
o o G O T
G T S <R D <A O
- = e Wy oms P = & 7
w B2
o = o o
S — =Fp A= o ‘mﬂ ﬂ
WMoy T o T o B o T ik el
T o5 < do oAy 2 w >
ok s N oE RGACIRU oﬁ = B s
0 ! A o ~
A LT T = b L P ¢ Y
AR < o op -y = o
<R % M \ﬂl ﬂ vi 1._/I OE = ,HAr W O#E ‘Dr = O#E
o el N© < — ™~
T ~ mw ol S . 28 _WL 15
o Ny X op g P 2y ¥ J &Y
@ R e 7o 5 oW T N
Ve T gy & g BT W T & o
- o+ i djo T X g o T i | Tay R
o . ~ ~o JH o ol o ! ,_._mo ,U! = _,i
e om W o = B ¥ oo T2 Uensy Wi
~ —
GRS tmop A = ow S
N R g T Fow _ i wf e
X o o S = f LR g
S SO N WINPT =
,D_l ~ ,H_OI NI %o 1o° ujn 1__/l A ‘_Irk Gl L_M_v g N ,H_OI
% TH iy Iy 03 S —~) TR 1.A_d \;olo ‘a ‘DQ 1 E
N o M o X n X ~ o
ol N~ TGS A o TN oy
w Moo o R TR T e RomoW W
o R AT T o W o o %
o FE oo 2T OBy ® DT
_ R : = ;
W T "w nge%ﬂllo%wrﬂmeﬁ%ﬂ
TN R T % H T % 7T &N oM T &
Koo ko o &~ EF oM 2w _ ~
T & = Mo iy 4 O JoT o -
O e @ = P o NN E X o o
TR E N T m T T OB o) o o of

714 9l

“Factors Affecting the Use Market Research

Information: A Path Analysis,” Journal of Marketing, Vol53 January, 1982, pp.3-15.
99) J. R. Hauser & I Duncan, Simester, and Birger Wernerfelt, "Inter Customers and Inter

Units: A Conceptual Framework and Empirical Evidence,” Jowrna/ of Marketing, Vol.
— 58 —

51, January, 1987, pp.1-19.
Suppliers,” Journal of Marketing Fesearch, Vol.33, August, 1996, pp.268-280.

100) E. Frederick Webster Jr., oo ¢z pp.37-39.

97) Robert W. Rukert and Orville C. Walker Jr., "Marketing’s Interaction With Other Functional
R. Deshpande and Gerald Zaltman,

98)



101) G. Dess, & D. Beard, "Dimensions of organizational task environments,” Aduristrative
Scrence Quarterly, Vol.29, 1984, pp.52-73.

102) C. Fornell, "A National Consumer Satisfaction Barometer: The Swedish Experience,”
Journal of Marketing, Vol5d, January, 1992, pp.1-21.

103) R. Deshpande, John U. Farley, and E. Webster Frederick Jr., "Corporate Culture, Customer
Orientation, and Innovativeness in Japanese Firms: A Quadrad Analysis,” Journa/ of
Marketing, Vol57 January, 1993, pp.23-37.

_59_



714

Z] o
-

Al Al

1

o
pal

2 9

|

shop 7193

=
R

A4 w2 43}
1. ISO 9000} #+ % 7

ofp

o
o)

[y
8o

T
XY
e

o

ofpy

90004+ 73

Z o]tk ISO 900034

s}
=

o] %% oo}

1)
=

1=

Al 2~

N
W)

+
o

o)

Y
OO

To
_N

Hn

=

[¢]
OE S A9 vl 2 I1SO 9000% E A

1o

]

HO]- q_lj

)

—
o

~o

of

=
<]

T
OO

To
_N

Hn

it

"

o

0

Jriy
o

of

<]

WOl

;AT!
!
-
o
o)

T
OO

ﬁo
Hin
Ho

oo
o

FASE, 70
o meb, A

as
=

He e 719 A=

Aes

ofp
it

=0

]

kel
=

AMH & 2 A

L

T

3}

JA9) FAA, W
[¢]

[¢}
tofoF A atg Aol &

°

[

(o5 ==
H
?_Z

=

of whekA,
222 1SO 90005 2 A]

—

P

o]
H

7]
N

=

e}, =
X El o
ol 8
of 24

ko]

3T
™

a4

hoa
™

Al e & of of

ghe] 1 5 AA

of w2}

)

I

fus

af

hoa
™

H

5

AegAade] A3

i

2. ISO

o)
&

|2 wx

|

:rL

B/

49 ool g

il

of u}

ISO 9001+

, A YAl 1992, pp.b4-55.

_60_

ISO 9001:2000%! & 8.}

[e]
ISO 9001:20007 A ¢ & 47} A H]

N

71 A 3H104)

o meA AYATEA 7

104)



e FAA=/GS Aoz 1S09F7193 1

AGAZY W BRI ol LA,

2 A% S0 AF/19E QEEARGE AL o FaA @t dA 1S0M
A%/ o2 weth FANFS B@ nANFL AL BEHsh FA

AP0 FHAJNSTE7I7F 71 el mAs 9dFs 24T 249 F4A<
F71e FARMSE 58] fAw Ve AFAMATH ol ¥ vA=

e AL Ao PAFAT

Quality Systems Updatel08® 9] ZA}o] ostH IS0 9155 85%7F WHAHS,
%% 7F AFAHS ol = HASsArL Haskiith
Aerl0e F474 %90 7199 AFAdIel F4ds 7tAeH, Aides W43
"o

wAAdGeR A% 719

105) S. Carr, Y. T. Mark and J. E. Needham, "Differences in Strategy, Quality Management
Practices and Performance System Between ISO Accredited and Non-ISO Accredited
Companies,” Management Accounting Fesearch Vol8, 1997, pp.381-403.

106) A<, “FAUT AF&so] dA ol mA= 2AE e tigh A7 Faoidta B2
ALY =1, 2004, p.98.

107) A%z, “FAA QA 2H] QAL o] g ol mx= el #e A g
uhALsRo =7, 2002, p.113.

108) 1995 Dun & Bradstreet A X A H|2 2 Irwin Professional Publishing AFS} &% 0 =2
o] AFHSE QAE o= F 700070 AEAE ko] kel

109) A&, “FA49 At AR5 2] g dig A T3 AR
312 A227A 2%, 2004, pp.203-220.

_61_



B

o
B
[
No
of
w
)

!

of
ol

A 2]

=
=

o A

%.
i
o))

)
%

7ﬂ

HH

ISO 9001+ =&l 9] -+~

p
L

9} Aol 71 Ao E 7]

2-12>9F 2t}

KA
st

S HY <

Azgle] Qo B

K

A7

ST
=)

ISO 9001+

"FAATIA,

SRRV EREE PP BT PR

oC:]] 1\61

7

Ak
, 2002, p.164.

d

]

&

110)

3

304, 3

_62_



<E 2-12> EAAGA 2SO 9001)9] A o] w3 A Qo

ol 2} FAZGAZ=HASO 90018 g oll #3 A
(1098 | AW AZAA IS0 900195 5] wARAE Borol A4
B&Es Gaye) £F0 F4EAT
. o) QA . 3zl o SEAF ZL A} o &
gamcooy | 150 S0OLZ000TAS ST NS FAL FHA SAAL T
xEslel F2 A&5H el ME #AHEES ZEa i AN TS
- A18(1994) £ AAE § s HekEe vk ISO 9001F 24905 & 5o
g B 4 A
219)72(2004) %él‘ﬂ%%_ﬂ% %@%%% ;%ﬂf] f8 7149 AFH, vAFA
- Ao JadS mXE Hor Tyt
= EDAGA 2" QA o] TS A 1 -x Y, 22 &
RA2002) | e g e ogrzl% NAE Ao BAHY
8201(1988) %é’ﬂ%}j ii;%ﬂoﬂ HuAJdA7r #Ado] e ﬁo%féi}oﬂ/‘ =
A FHo], WA 53 Aol A FAAHE ANAE = U
o] SEH(1988) %é‘fé%‘ﬂ FogTacle] Ve AT, ST, Hdd T
7legtth= Aol [SONS 3ol uhel #4531 Qo
FAAAGL 7|9 FAAYY FARFT o] ol g &2
B3 71 (2005) E FEd 2AHAN MAE HES 4 Jde S| HH - gk
a7 FGIte| A AR GFY FEAAGL AIHHE =AY
o] 2=5(1999) Ed5dgo] A= i‘fl‘iﬁ}{fﬂ Q3% 9&s . VEH G Y
" AFQrEAN= AET Abls H3E B
[SONTE7]19 A0 mE QS T AHFyztelE X3¢ A QF
7+43(2002) F717F Ak Aol okt HdrRo =2 AAE GASIT dhd
NS4 Aol Fofet Ja-S v XX 235l
AE2~(2003) ISO 1400115559l uﬁ%ﬂ%olﬂ%, °§%‘jﬂl—%, %j%‘% 1909 of
i =9 5o AFHEd FAHeE JIFS v AA LI
29-22(2004) E4749ge Aol 71119 ZH’%—_*JTJM] FAS Tt ol#T A
- = AT AR E A2 G Eo] JSH A
21 3(2002) FAA KR} %Xéﬂ%—_ *éﬂﬁéﬂﬂ%ﬁ_ FaAet aEek FATdEaE
M2 ARES A A5 Algsle 71950 A9 =)
Terzioski & ISO 90002153 7|44 o] BAA FAHoez [SOUFo] £
Samson(1997) FAE& wtesd Aygo] e Aoz BAESY.
[SOS7IAe F24E ¢ FoA dus Holal ISOn|IS7Id=
Carr(1997) | S\ g1,
Yarnell(1999) 71949l AFX<0 EMSE %’46}04 TS B3 AT FAHAGA
29 B2 Y3E AT,
k(200D | BRABAET A B AVE FEE AW TAE TAL
a4 o84 3t k.
Quality Systems| 1,880 ¢ $HA% 85%7} WHEAHE, 95%7) &iAHor <=
Update(1995) | H3lvhar #4383l o).

A5 1909%3 A4 19 AFES ARt aopg e,

_63_



3. a & Aqu 2o A

D sfzMufze] At g AP

45 3ostx 94, Bowersox, Calabro®  Wagenheim!14-& 357} 44
g Adud w AdAH S A 8 o SAEE LT silon v
SAERA FFY 54 & FEHY 27, v& 2 AREALS S0

& Brownlld) 2 AMu|AEAs sf&7]go) AR ATolM EFAR2FE

111) Rochdale Committee, Zeport of the Commmittee of Inquiry mito Shipping, London: HMSO,
1970, p.15.

112) Roy Pearson,“Containerline Performance and Service Quality,” Cmwersity o Liverpool,
Marine Transport Center, 1980, pp.17-26.

113) 9=t Aoz sl 71y B7efdAbe= vlew e dAbel Blsix -3
AAEFAR2E AFdria Bt webA ARjs A g sUAT| e AALE
o] -&38h= A ako]l AUtk

114) J. D. Bowerbox, Pat J. Calabro & George D. Wagenheim, Znuzrodiction to Transport, New
York: Macmillan Publishing, 1981, pp.55-58.

115) David G. Brown, “Freight Service Quality and Carrier Economics,” Zrarsportation research
Forum, 1990, p.217.

_64_



of

o
)
x

ofp

ﬂo

i

ol
Jo

do

2 ol

A7)

al

X

)
»AO
4
B
2
eyl

N

=
o

N

o
of
b=

ﬁo

o
Mo

oy

X

Hi

|

qr

il

o

4714 Sl

o

f&EAqu 2o a42M HulaEd o

o

o]

L

dl, ol &

L

A -

(3]

Tebayl1D=
T3 Frankelll®

E
Cassonlib)
Aol golA, w

4o
o

)
22|
Mo

)

=)

or

Mo

N

ol

N

2 7]

2 Ao A,

o)
o
o

o
=K

o

—

"
i

K

e

Jo
—_
dlo
o)

T
Jo

M u 22 7749

o

511

[¢)
Merce Management Consulting

Transportation,” Zntermodal Asia, October, 1993, pp.7-13.
118) Emst G. Frankel, "Total Quality Management in Liner Shipping,” Marine Policy,

s tore] MgATAA

[¢]
"A  Much Maligned Industry,

I AMu =5 23t AJAk gt

el A 79w}

o

Reading, 1986, p.15.
Tebay,
January, 1993, pp.58-63.

A=A s §
Michael

o

5

116) Mark Casson, "The Quality of Shipping Service,” ZDiscussion Faper, University of

117)

[e]
R

Hin

uHA R o A o) A H] 2

[e]
RN

3

119) A9=, “

_65_

=, 1995,



(timeliness/completeness), 24 A (safety), 1% A (reliability), 4§/ (conformability)®] 4

= = o = A = . R I o WM
—_ : ~ N o = mo T R LT A ol o
= 4 F M o % e -~ ml o % 25 o=
- < ‘_ﬂ&l - :.L o o< X ~ A A
e ol Mo op 75 = No oF o o 0% 0
. S = o —_ _n.: o —_ vﬁ — —_ = ==
ol o HNl ‘H_Tm 0 o \_ﬂa OL _ ok ) 1 < o o
T oA o 4 T o Mo BT o B gy ~xT
w5 AT N r Ty T oo i T
. . = o %o [ R | RRS =R Lt -
ZE zi HLE = Mﬂ l [=1 o X C N ﬂ_FHI Jl Jl
He ol ™ it ﬁo o/ N2 oo M - T o e B
. JH n . _n.: gS] _ o O#E EN T = M = ‘;|0 —~
| o7 . ;ay el S To AL = Moowm = o’ Tor o)
f— ~ T ~ T = X o® X ji HE — o el o
z 4 NI T g oF T m He o T TP
T - < B W o X 5 ° o T oW B = =
<R Nq . - B = i S o
o X oF B b o del  mn o K o N - S
N o - wo B <V =o = s i
RN ZT ol . EE o) = < G- 1ﬂ_| ol 8o o
Ly wo WAl I O T I M s o
BT N Mo ® T o = L
fo N oy n_ = ﬁo OL N P —~ gl
e BT XM o \ ~ ™ e X
— (il A o =y = T = T %o =!
o) T ol Wl o =o H R I W R oy © o| B 9
—~ T oms = = (o < I G AT B S N = 0
_ or BR K or o o o} o = X X = 5 o
I T R I I S vy T
TR e TIE am @By zET L oE
ST = U - < - N o O N - T e T
e S O S = 2K = 0N e = o G
= —
R R Wy S XTI
~~ 4 = ) X —
o} U_H = I = 1 ~ e° ,ﬂl TH .HL ﬂAr o Oru = o} JWA pa X = =™
[l = i jang J ™ X o _/n_ =0 ZE
ol ™ o = B o O NP = i <) b ok
o T Ty B M e F op X 37 =5
m o | =~ T o ©° o = 1..MI N M =T N <H oF M = :ﬂ m (i
TR R R TR g 8y B Taom 2
To <X ) o = = X T oM ol o o~
o KT ey, R 7w Np % _—
TR AR B0 M A R e i ¥sn
N 2 BS Lo TR OE T op g X o X I RO
© & o om 9 o o i X = Hn £ 3 = T N- 9 o ph W
— o - el =
mh S ou_ Pox o w W 2 ox W M ( ) %m, = um i
) = o N o [ —_ X ﬂ - " - o G-
o 3R T - . Y FUF W R R
~x ﬁ_l H ~ rox © = = PN —~
R - . S ® oo aq WL m ® o o o= B R G R ol
B o n.Aro e N w MR nk X = L,R To ok = ] mr
o= TR OW B T R P R F e MR e S0 O @
5 = Ak CUNER T o REORe W ER N S N

_66_

2008, pp.73-76.

124) Kit-Fai Pun, op cf., pp.376-378.

,

=}



125) A. C. Paixao Casaca & Peter B. Marlow, 7%e Competitiveness of Short Sea Shipping
m Multimodal Logistics Supply Chain” Service Attributes, Cardiff, UK: Transport and
Shipping Research Group, 2005, pp.376-378.

_67_



e M2k,
o, @A ool 9o 4%y

H, ©v &, ®@¢HA

J

O A~ X
T =

@

2, @9

@A HEA

DAAY
'®
A,

R Jo

’ﬂ.”
Kz aﬁaﬂ
o) o %0

Ax9m

T Dy

Qe
Hze

ORI

, QA TH =

S

2 A 0] 2= 4] ghell 3

0|

2-13>
o1 2}
Pearson(1980)
Shipperril:
(1990)

Bowersox(1981)| D&
American

Collison(1984)
Casson(1986)
Frankel(1993)

A
st

<

Millie(1993)
Liberatore(1995)

M @A 7] &4 )

(1996)

Traffic World

I

o

44 9.

AT E=e

2

3k

5]

Q

_68_

7 2AAEE ol

=

7199 TQMZ-E 3} 28 Aol &
T

[e]

R

i

2002, p44 A5} Ao

o

(2002) DA ZFAFE, @A B2~ QAAA G, @714, ®F
n

Ana C.
Paixao(2005)

35
17 3H2007) |D

et al. (2005)
kel

Kit-Fai Pu

pul

I
=)

=]

. ol “
AR BEE



A w24 3 o]

2)

N

o)
{4
=
o
)

2
=T
o

of

o

Mo

1), AARDE S P&IAE

AR AL e w-of

71 9

[e]

o

Gl

o

Wes dyrd

o}
e
oy
=K
1.Aro
,_Lmo

o

NI

oy
N
2

o}
e
oy
ﬂod
oh
ol
e

)A

lo°
To

o
x
=
;OL

=
3
e

o)
T
al7)
</
=)

o)

K

=3
=)

B
o)

)
/)
e
o)
_ZMO

o

=

o)
-

—

O

1Ho
Ty

ol
X

)A
JJJ

_Zrl

_Zrl

o7
®

Mo
Plo

et

ol

o

—

Hn

Njo

o)
oo
_N
K

7
Njo
o)
oo
jang

Aqr

7K

o}

7K

o
—_

—

<R

_En_w

X

vzel

o)
Ho
oY

K
N

vze]

i

A

2
V
i

o}
sl
Pl

o7
"
2

5

R

= SAEY

=
=

g Fa B
2-15> 2},

g3 A ol
2-14>9} <

_69_

hyA
st



o

(“H”/‘]'P/] 76]

PR
=2

SRR

s

714 el A atell o

[¢]
o

3

2-14>

<%

‘ul .
I
| ; o BT
= I = o
w0 o} — ol o7 3
< el o o o
Hyl do T m . = A T =z
%o =y R o A &l RN
T W - o B M o
Cl = R Ho B Mo R o s
) o o
N_l : x »._UW 1@ 3 %o 14 o Ho o] %0 ,ﬂ_pli
= Mo R oo __wm T oW
T <~ wlm 9 e < @.
ny N wl e T < ol TEEE
T ow oo E o o P LT
\) ey 2 o = > TE ~
N I A - . 2
713 u < -\ © ofp ~
| T % = o " T Ur gt i
%o — ! | | 52 QL PL : . Fi
iy e ok o] = B o
pyl o . T 57 W
o= o e T OB R0 RO e
— < — lo — | | 3 ﬂ E. o #0*
wp = T = T i o ygyor P % R
o 5 T - T =0 _ o
B - o oK o > i . mm : @ =
s i : # N — Gl G mm COEC IS
) T » i y , :
; : A o » il H _ 13 K ] G N S
B o 4 o o I &5 T g . =] -
P o No of o8 X~ e S z : 5 .-
i o oy Njo ol =o ~ X = e * = ;
: o ! Z.o ’ = ! o s o s ,U_l — ‘Hol = I- o°
ol oy o o ol A= 11r# o To ol R T X [ ]L -
- 2 g i & 2 o ks o o of L@ o e X
= < - io} ook o moo Oy 2 Eie
zﬂmxﬂ.u.mﬂ = Ll W o H o ® Jmoﬁoml B3 ﬂMreTﬂ
= 0 R ] ;i : .
w 2T ﬁz S %.xﬁo_amﬂ%ur.f%g._zﬂ qui.
ﬁoixﬁﬂﬁ%1% o oo WO %ﬂlur«ﬂ %xﬁﬂﬂq
- = X ol W o 8T i ? >
x| T T T 7 o)) = =z Ao o i G S T
e T2 PR o) e - 02 T = of T -
ral @ 5 1dr%1xﬂ|uug Ve DT ﬂﬂLmﬂE
T So W 2o O = N o~ X s noss o X kP — = oM
- I s R 2o ok m_. o ol <r T B of & D i Rt KRN N o
ﬂ%i%i%ﬂo%ﬂmﬁﬂ ﬂo]n]m_*A]o»}dn%ﬂﬁo
%Map%%btyoq e
, . o T o K A
AU e 7 sz -z -
, ~E R ~A- =0
B R o i
w© o N T %
%)

_70_



<H 2-15> szl Aatel w9

D Mul~ 4

- E vl (stowage plan, ETA FH, T
93 AW, FH AF 5) 49 o] %
R U7

-24de ETA §8 ov A#/399 =\
A Ake YA EU?
“AMEAR s AN WekEy

-Voyage Instructiond XAAIA}EGS =4
s A FY7?

A/ A T AR ADEJAFUI?
-GS communication(X 4, A F
of Rk Y7t

—EATAAA A L A s Hel sl =k
=8t Y 7k?

—%Eﬂ‘” Ads F)o A+ 2 A7

J

2

=

aAnEd gF A4 42 0w
2=
=]

{o
£

‘__]_\__\__
A 3
5)o] o] %

e
Bl ooy Lo
r2

n 2
N

| | |
e o
)
o) ind

2 "
ofN ox
o,

R
e

oA 31 g% H 7

o
Lo

(2
>,
m

oy o of N 2 2 o X
119
,

o
3
~D

eAm| 2ol oigk ul o] Fel Azt

accounting system(% A ZA]

3) H7 A H =

4) 71 mA/ A g =

SEAE AY o A AEFA gesta
=77

~AA Y] ISO/ISM & FAFEFe] F2=38ka Q)
FU7E?

“AFA/A}E A g 8] 2 (kA /B
= 5)7F AAFY7?

-7 A/ 8] communication©] Al 45 8]

o] Fof AL AFUHF?

*E}/\}Oﬂ Al

g olm A7 E,
dprelse o] o)
s Ae Aztol gl

_71_




o 47

3

I

T

T

H3

=
0
> <]
=]
=3
E®) [2e)
T T
ﬁ =t @
T o0
Al | el =
_|, ==
7 -
= B
- 5]
T F
= Hio _
<D = oh
# _ Aa
go| 207 Ky
"o ® A<
=y| B0 ofl T RO
Ho| ®O R X
* o o @

Al

ol
B

Ea

2]’ A

29

7y ‘Z]’-?’

=

of

ISO 9001:2000% 2 7 4 7 2

i

o

K
e

—

L

md

g Al 24 3he] Bl glolA R

<29 3-1>3%

ol et

]

o] A

vzl

W

A%

A7+ 9

2.

o

s
gaie]

ﬁo
o

EQz u

jase]

B

T

lgngd

Fol AAR ¢

bl 9ls

o

Ag i

o
\_Ir,”

—_—

0
\_Ir,”
oo
NI
Li
=0
ol

of o

=
=

- 72 -



B

o
vzel

&3} o] AHE A

o

T
OO

To
_N

Hin

X

o
o
Nfo

of
oy

o))

o

®
o7

of

—_
o

23] A 227] ¢ o] A

t}.

-

A

3

ojEoW7l 4

o
o
oy
o

o
R}
NI
jml
=

=
o+

—_

ol

4
o
o

!

)A

o)
=
A=
=il
o))
N

jm

o)
=
=
o+

BN

0

o

3

ol
r

o

of
_50

s
OO

)_AO
o|J
i
G2
o
Njo

2

of o2& FYAE B

)

of

AL
lo°

o

M

o

U
il

[7FA 1]

2ol t},

z]

vzel

X

ol
o}
o

M
=t

N
=
-

o))
o
=

=
B°

T
Nfo

-

o

o]
<M
7

T
OO

o
K

Hjn

oy

[1-1] &l &7]

vzel

X

ol
o}
o

M
=t

N
=
-

BK

=

o
—_

Nfo

fr—

o]

o
<R
o

s
Bo

To
K

B

oy

[1-2] &l &7]

S
NIr

S
NIr
jm

=
=
o+

o))
A

x
K
T
il
)
N
Nlo

o

o
<R
=

[1-4] &l & 7]

_73_



gl g 7pAd

1o
X

~

B

j—

0

o
<0
o

T
OO

To
_

Hin

29

A 7]

]

Al

8] 24

o
ol
N

JJJ
_

|

o

i+

"
o
T

T DC
T -

Hunt126)

TN F

= 0
=

Be 499

oAt

o

B

s
Bo

o

o}
o

puzel

ry
;OO

N

|

R}
NIr
jm

al-

—

NI
o}

o
oy
o

=0

of
o
oy
Njo
KR
XH
=

|
|

o

o
3

of
;OO

71 el of o

g

e, 27

A7) 5 of of

=

o|J

o

s
Bo

To
KU

Hjn

ul
a3

ol
HH

<0
o

of

Mo

—_
o

of
Cll

|

—_
o

—

O

H

of

AL
lo°

o

Hi

l

[7}42]

vzel

X
)

o}J

"

T
OO

o
Nfo

—

je)

!
&

s

X

of

ﬂo

vzel

X
)

o
ol
Ko

o
<R
=

™

U

of

ﬂo

AL
lo°

=
N
o|J

)

)A

0

xr
g

vzel

Nr
No

A

o

o
<0
T

.
OO

T
G

o

oy

[2-4] & & 7]

o))

o
,cl.T

_/U

—_
o

Wy
1H

AAA 2

ol

“

in America,

"How to Implement a Competitive Quality Program:

V. D. Hunt,
Homewood, I. L: Business Irwin One, 1992.

126)

, AAIM, pp.30-43.

157

xa

127)

_74_



19 wAshd el seto) of

o)
&

b= HolA

o
"o
X

ofy

)A
e

Ul

™
)
I~

N
i

43 oA wet #Hm E

S, A2ge) goelte A

"
A+
el

el

K

iy
8o

ﬁO
B
N

o|J
O

ﬁo

o

o|J

Sro] elsle] AT} o] Fol

A% gom ISOTAS] 27A

)

[¢]

Q.

A}

=

=

o] m, ISO4 ¢

=

wol s

[y
8o

To
K

K

z A4

H

FES
%

ﬂ_mo
T
A

ol
Njo

s

Eh MER AAHBR ALY

H

o

a

o}
g % 7

7d %374 ol

]

g} o

AR GN DY LT

K

ISO 9001

)
of

Azt

5

RPN e

R

1]

A=i
=~

0SS

5
X

ofy
,_Lmo

T
OO

Yo

;OL

=

"
o7

_AO

_

Hin

[

=
i/

i
oF
¢

ﬁO

)

N

K

&%

Njo
@

0SS

|

o
oy
=

=
o))

of

ATE

= =
w3 Fa

719k 7117 el

,_Lmo
of
"

o
oy

o))

=0
q_mo

A ol A

-

—

UZ] ]

ol
G

719 7 B

_75_

A e Aom ey,



W2 ot

o

0SS

X

of
o

s
Bo

(+)9]

o

0SS

X

of
o

s
Bo

(+)9]

A 8] 227 3} o

N

pu—

0

o7
<R
=

T
OO

To
_N

Hia

[3-4] 32714 2

b A

3
il

A el 3

o5 3.7 b )

)

4

I E=T I P B o o R el Bt

A

Alo]tl. Hoffman¥ Ingraml28)2

Al
=

o Fo B

A H]

[e]
e

B = o 3

ey
;OO

o

._i
_

=

®I

Hr

e

)

ol
A
o
of
N

Xy

of

ﬂo

o

_Lmo

71 el

[¢]
o

3

(7} 4]

b}

3
“

E 3} v 24 vho] B

Bitner et al.1299] AFqME T4

128) K. D. Hoffman and T. N. Ingram, "Creating Customer-Oriented Employees: The Case

in Home Health Care,” Jowurna/ of Health Care Marketing, Vol.ll, No.2, 1991, pp.24-32.

_76_



of Aol A
= Al o
st B 7HAE deeta e, aAe] & WMEHeEE Hols Aol g
Ad7re] A9, dajn g

o SAER A% AT FHS A4S £ doka Ry

>,
R
[~
oX,
_E
N
N
ifte)
2
i
A
%0,
e
=
o
s
iuf
rok
(s
oy
(@}
=
=
@,
g
flo
(R
=
it

&
¥,

1o
ol
b
>
=
=
=
o
[-l (o3
=
ofo
1o
ol
b
24
-
=y
N
3
ol
I
(UM

%

Bowen¥ LawlerM3D& AU A2F A& dREZ R MU 2E Al Fste YUY
oA A FoAFgoaH FTALE 25 HFE gL & P By opy
%, T4 di o
.

H

o ¢y 2 4FE AL ¢ dva S

e

RS T Az

[7FA5] sie719 e WRILATRSE AujaAd st Fo3 H(+)9] dd= vd Aot

S
=

AA G A 24t B E A

129) M. Bitner, B. Booms and M. Tetreault, "The Service Encounter: Diagnosing Favorable
and Unfavorable Incidents,” Journal of Marketing, 1990, p.54.
130) C. Fornell, "A National Customer Satisfaction Barometer : The Swedish Experience,”
Journal of Marketing, Vol56, No.l, 1992. pp.6-21.
131) D. E. Bowen and E. E. Lawler II, "Empowering Service Employees,” Sloan
Marnagement Feview, Vol.14, No.4, 1995, pp.75-95.
132) R. Deshpande, John U. Farley, and E. Webster Frederick Jr., "Corporate Culture,
Customer Orientation, and Innovativeness in Japanese Firms: A Quadrad Analysis,”
Sournal of Marketing, Vol57, January, 1993, pp.23-37.

_77_



o, i

o] =
AN

(£)e] BAZF e AR 71

&, A%E Fol o184

A

]

BOA
A1) 4 3k}

_ﬁL

3,

o] X
2

=
T
7

4ol =

b

3

by

2 E

g

= A

ol

ol s A3t vhebate,

o
-+

()]

s

#9

Je Aul 24 o]

34

S|
=

3-1> 947}

<#

el ojy oy B ®E o el = m o el

0 P _mo Jmo " . 100 mo nma nma _LMO _LMO |

T o B PP g g (PP o o | T .
WM 00 00 el o o = lo |

£ N SO - O N N O O GO W Jog pog s

R T U TR - S S S

%o %O X ‘_ﬂ.ﬂ ~ ~ X X ~ ~ X X ! )

) o X N ) 7! X X = W TR N
ﬂﬂ \_ﬂ.ﬁ o) 0 KO KO o o X X o) o7 OE oﬂe =
m_m omm oF 2 wow F oF | om F kool

R R N S R B SR SR b S b S s
T T @m BOjoF oF T To jof of T 2 — |
g N E Nl = R = = T T 9T
I R Rt~ B I T T~ = | | Tl
=t =t i T [zl To MM X = = —_ — + | + 9)
S A g e i S - T
B B = = k. g X X - RO | RO | L
LA XX o oo Ay g e

9l T I oo | o
= = Ot N N ,ﬂmu ) a a jnes! T = |
B OH " X ToT 5 X TlT|E

- <N ~N ~ oF | o
Bl W He 17x R = I W || m_m
(R R - Aﬂ = S N ol KeN i
g — iy = O Rl OV i I . d o

o Rk R S s

EN X = 0 T N = RO N = w0 W_. A]# x°
fo e g | e S T e e X i RE I
X |3
TR L R I L T

o o g [did w5 o |jd o oo [P
T W oo sl g o | o g of [N | M- ol
7w o o=@ o7 O O o owm @ 2R

= " " |7 | %0

! Bo Bo Bo Bo
Bo Bo O O o O o) - ﬂ 1 —_—
T T o dm T T ,m.w do Tw T ,m.m ow o n_M‘
U MM M S G mxg ME U M ¥ M ¥ mﬂn mﬂw w
K " B - B e mlr B MR phe . e . He  He Moo Hn |

—_— == . . . o] |0 |
NN o i s o e B I SN i X[ R
T 2 T 0 0 =30 — om0 gn 0|88 — % — an O gm O
ﬂﬁﬂﬁ%ﬁ%@ﬂ#ﬂﬁﬂﬁﬂ MR 2N &x N RNIN |~
of) M of W o U op P ok ™ op ™ oby i oby mfop ™ op ™ ofy ok | oF | o | o
TETHERT P NT VT ET AT NT TS 5% |% (%

;o.# — AN o <t — [aN} ™ <t — AN ™ <t
| | | | | | | | <F | IO | ©
it - — — — o\ o\ o\ o\ 2p) ™ ™ ™

_78_



3t

S

A A 1070

1

[¢]
2 AA

s 9
o

o
kA

714

3] %
A A

5

2571

=

[¢)

212} o)

[o)

3

3} o

e}
12 841 127)

A
il

A,

o]
H

FAAL 370

a1, W=

A

o]
H

o

o

o

|

o

o
Ulo

AL Bl 2~ E (pilot test) S Al

}

o
hud

59 ol Al 301 ol Al

2008

—_
o

of
1o®
st

)

!
ol

=5
of

do

|

—_
o

214744 2

el

al7)
X

o)
-

w

& 7] qdol w5

72.4%% ‘EFRT

5%

e}

-
ol

i

A

(o)

1__

(0]

P
T=

B2 3308 Fol A 239%7k 855 o] 5
2) AEA ] A7

=
o

o

§&MmaAat 7o) #7)

ol 3
7<0

4

]

A
AE Qo AA 47

7

=
N

=t

=

e
-

—_

0
o3
<R

B

o)

T
OO

To
_N

Hin
™

o2 FAH Ut

=]

T

=]

Z}F
=

=

s

o

R
5

s
Bo

ﬁO

il
el
75

=

o
<R
=

—

bl
o)
oy
Njo

oy

o

=
JJJ

G
-

o

)

o}
=
=

|

H
N
No

ar
=r
=
™
o
)

ry
;OO

o

)

oo
NI~

o}

_79_



of

% o
o>
}ZO o,

re

e,
=
)
n
oX,

AWM 20 Aato] B RFRoR AN uARE AAX IS
A EAS A He TS XA A, B
T2 <HE 32> a°kFo] gln
= 4 = H] 31
ISO 9001: 2000 53t
A- 1~5 54 )
sk A 7 91 5 Al E1(2006)
ISO 9001: 2000 63}
A- 6~10 5% 3
sk A 7 91 F Al E1(2006)
ISO 9001: 2000 73t
A- 11~15 5% 3
sk A 5 91 5 Al E1(2006)
ISO 9001: 2000 83t
A- 16~20 5% 3
sk A 7 91 5 Al E1 (2006)
Robbins(1996)
g & i 5% olgtA - Add - ol 87
(1998)
Aed - 744 =(1998)
C-1~15 54 Gwinner(19968)
Jaworski + Kohlic(1990)
A 7 (2002)
D- 18 54
3 7] o 2 A4 A (2008)
R
E-1~8 )
qe




BT T em oMo w TR
r = . )
T T E 7 ME T o g 2 &

ol = o = Hin o T S o
WoR T g wo oo A8 T
ol Mr o W droR B XS o
I ﬂﬂﬁ%%&%
e o 5 M iﬂnﬂnﬁooﬁﬂ
]E N ~
LR o & kg
W g B O oo B w B
oo dM ~ o ow T O
X H & o B Lol H_M 3
- Moo O o WOR o Mok 2 N
s . Dx 3 T\ \ [ L .
= ®OLF oo XRNE R RS e

Uy o - o) TR > o W <0 X
Eev ool S )

v K@ T © et
T oL ooowm W o AN ek =
ClCI = G wo. ok .2
T o T oo T o i TA Y
© SRl T rEa e
o N R ged 4@_ﬂ_.mﬂﬂ|]ﬂ Al
GG = T ) i N, T 7 &3
Mo R W AN Ry e

J1d —_— ) ofJ °
T o T = _ ) MME o o| ﬂn_.wu o BR o ME
~ X oF

™ o= %W o gy 2w T Wy,
T o M KXW q " I S
W o 2T O L N =
z W P o = B N - ™ g " o3
s 9 SN 7 e = % = T O
S ® oF b © o T o A e
S a3 oo E s o T W B
T o = > S Tk m T W A

Wow = [\ S _ W T o, Womp
My e r o TF o o > & ;
o| o <9 I el ) £

R e QX PN g o) w S T
T <] Qg B of of T N A e
- - T OE om - TORNOE O W R oW v A5

HA A, 2000, p.154.

[¢)

— JRFIHE=E

E
"ISO 9001:2000
- 81



R
I

T
OO

ﬁo

5

dM 2

g]

1 A A g of

)

5

|

w
A

9g ISO

X

_5 r
o)
oF
R

oY

of

9001:2000 guidelines’®] W&

—_
o

ofy

o|J

2l

ol

o

o] BAH7] ol

—

Hn

kil
i

75
i
o
T

Hlo

o
=
ﬂu.o

frvzel

X
mhy
oy

rvzel

A

7l
Nir
o+

g
Mo

@ Uyl

o of

o

glagles 5

Nr

o

v
o
off
=

puzel

_
N

$3hel DAL EFnY

3}
=

ISO 9001:2000 guidelines’®] W& &

s

)

o A7 @]

9]

GREE

o A H

Wstolof 3

tar 7

]

o

7

iy
A

|

—~

;OL
o
Cll

B

_82_



AEe T 0 FHL FolokT AFl AF YH FAZE, A2 £,
A% A 2 AA BFolL, o] WelE ATz HEE Auz 2 AFe] LAY

& F5d0s Y FE Foll did FAAA Wgo] £3E o] lojof gt
Mulz 8 AFAEY SA4S fete] dxdw dSAHAAN LT e

3AHE 19 ISO 9001:2000 guidelines’®] &S &&sto] OAH 2= 9 AFAA

°f 718 QEEA 2~ A QFWZEAL @A B FHAY ©RATH] JAtA

T % T Hw¥er Ao, YAE 53 HEr SAS A

54, 24 2 AA SRS sk @5 ASAE A 23HE s ad
FALE e ISO 9001:2000 guidelines’2] W42 43t ODA&A =
QF LAY QuolHY £4 @/HAZE @LIEY T F 582 FAA

o, YAE 54 HER =AY

_83_



&4 o] =

S

[¢)

R

A

i)

ol 7l

=
=

)

5
p

[e]

4

-
R

71441 M

2

A H]

p
L

]
o

—

payl

<]
<]

—

J

of
N

=
ol

-

NI
Mo

—_
o

I

N

1A SozM HIE Zolx A s 4

a3

A doiAE AR, AA

[e}

]

I

}

0
pad

ol

i

M

=t

®

[¢)

3¢

5

s EU=

L o] §7]1309] QA

3

.71:]0

529

Robbins!33)¢} o]

R

Aol A =

=

el
AL
;OO
=
=T

B!

A A AR

™

o
ol

tat

Gl

il

ar

o
=

o

=8

B

o
oK

®I

b AfE) Al F AL 27 e

°

Silval3de] 9]

=i

=
ZF
=

A o]

L

T

o}

Swan, Trawick
Ela

L84

N

il

3 AAANEY Y

A w24 3

ze)

—

7D
o
)

=
=

1985,

N. J.© Prentice Hull International,
, 1998, pp.157-184.

<

Industrial Marketing Management, Vol.l4,
— 84 —

Faas, Al 274, 1
135) J. E. Swan, I .F. Trawiock and D. W. Silva, "How Industrial Salespeople

Organization PBehavior,
o

S. P. Robbins,
Gain Customer Trust,”
pp.203-211.

1996, pp.124-129.
134) o4, 41, o] &7], “A A~

133)



, Al A H] 20

ol o

tol 35

K]

o
= T4

=
=

I
=

5

Kohli137¢]

=i
=

Gwinner136) Jaworski

ot

54 HAx 2 3§

E

ste] 27

Hlo

o] 71glel el ¥}

of Ak, 71%ie] A tel

N EE]
$47

A

o)
,_uxwo

o

~

B
=K

N

il

o

Mo

vzel

X

_Zrl
o7
"

of
"R

ofpy

X< 32 7t

o]

g/ keke] Al o

e}

ﬁo
=

TTY
OO

ﬁO

XY
b

)
1o
7ol
o

ofp
i
oo

3]
M)

7
A BRE APEel g,

3} 73 9§ 4 3} o} o)

o
s
B
g

it (
o

o}
il at
;O_

?_

il

1

R

TC
o
o}

~

=
el

Py
OO

)_AO
=

o
OO

)_AO

Hm
JJJ

711 A wh e} A}

)

H R

A o

-

Propositions and Managerial Implication,” Jowurrnal/ of Marketing, Vol.b54, April,
_ 85 —_

Business Zopics, Vol.16, Autumn, 1968, pp.37-44.
137) A. K. Kohli & B. J. Jaworski, "Market Orientation: The Construct, Research
1990, pp.1-18.

136) H. J. Gwinner, "Base Theory in the formulation of Sales Strategy,” MSC
ol &, “=ul7Ide] BdEAHN A Hete

138)



g
rvze)
;AT!
B

—

L
W

ol

™
o

o
—_

5

7

3

oy

&

A u 7EA aFRAL

1]
=

3

= WA= Aoz YEEY IS0 9001 =9

Bk

AR el o

==
[§)

d

A

o]
=

o
o)

Nd

w

Y
;OO

o

1o] 7 54 o] o},

O]Eﬂ‘

g 7}

3 7hek=

Dz

=
=

w4, 7199 A

Fipoleh,

o

< 9]

71474

L
s

oF 3

vzel

X
_Zrl

o

do

i
=

puzel

w

N

o
)_AO
JJJ
—
o

o)
N
i)

& oA HA9 A

=
3

)

Nr
J)

%

\n
ol

do

i
n

2

®I

Nr

offy
TR

!
)

R

B
—_—
o
‘mﬂo
=
iy
s

Ang ey

loit Amd Az v

[¢]

=
vl

=

o

ol
KR
v
o)
rvzel
_Zrl
=

puzel

-

o] 9]t} .140)

s

A A

ol of

=

|

AA Skl W5

—_
o

N
ga

NIr

—~
o

F&, AAA, pp.52-63.

=z
gl

il

139)

)

)

Ho

, 1998, pp.29-56.

el

4, Al

_86_



S|
A

LN

|=]

A1d 25 e

zel
il
o

)
BA

|

ol

bl o,

K]

Bo

2399 (72.4%)°] &

20-24A417F 27(0.8%), 2541-3041 7F 587 (24.6%), 3141-35417F 577 (24.2%), 36

Al -40A17F 437 (18.2%), 4141 o] 767 (32.2%) ] A HF.

L

T

(13.2%),

mO

31

=
=

4

=]
o

X

==
=L

)
2y

=
il
I
g

nJ

T
ol

a4
& 179(76.21%), Ul

17 (7.2%),

8% (3.4%) & Y EF LT

i

Hl

k1
1

A7k 337 (13.9%), 3 o4 5 mutY

T}
H

]33l &

Z7F 1109 (46.4%) 2 FEFSETH

it

FR4E 527 (31.1%)0] %)

- e 64 (383%), A

- ARE 6% (3.6%), W

=g A 9]0

I3

o
1478 (20.3%), 1

s &
H

o

189 (10.8%) 0= e om 3

it

oo

ot

S|
=

7] A} 359 (50.7%), -7 209 (29.0%)0] St 2

o oF 76%7F tlE o4, 101 oo FAIE o 50%0] 1L, A

AAF olabe] Aol 50%04 A Ao Wo

=

=

of
g

bl

_87_



% Yepte.

ol
T

al

A

oz

A4 EATL

il

-

D
X
e e e = e P e e IS P P P P et
HE239111871119222913331
=
A
2| T 25 R| S B RS B S|B|o| F | I S| 0| BB =
™ ™ Ho| o] o) <o
o | T | | T ﬁﬂ%@ﬂ%% | 0| | %o | 5
o | m2| | B 7| | 7| o | N | O | | 7| | BB\ B | | | | 2
o | B0 o | 2| < || | | | O o e | | | | | ||| |
2 —— 2 —— — ~~| =
Hfﬂn_vﬂ ALHL;J7HNIL _io,.kl‘_ﬂn_vﬂﬂAdﬁo_/AT :AOEﬂMMWII
‘umlL Mu_lL ZTUEH.ZOU
+ 2 S =
T8 wo o X F 5
mk e 3= G
off o ) Ak
<
S|l =] Aoy |0 G| R[S eS| x|
0536900.44827.363344672900
HT_72001 AN | — M — | = = LD TN LO| ]
=
M| — o op} =
=)| S| B =| S| B|5| L& = | B 5|0 8|8 B 2| B KK B3| =
—_—
L ]
R o e R o P | Y
B 1| KR ° W= Mo |5 | B0 || =l | |
ol 2| P TN | o | | s ol | 2 2 i
=z SISIRIRIE = |=E T S 2N B
1| o | X = X Yo I 12y
3l B — — P x =
o Hlm 5 g 2| R P28
o 3| E () T T T RT
Mum/_uumon:é wmﬂn,/_u ‘_uf_m_un,/_u Eln,/_u (N\ (N\
z|~ z Z, Z, s .
~ ~ ~ ~ ~ LO‘AOJLUT

2 €l
— B

4-2> SR A A
ISM Code

<3

ISO 9001

A8714

Q171 A,

84%)

=& (%)
16.0

L)
al

56.0

16.0

12.0

100.0

Hl =

14

25

I[SO 14001 |[OHSAS 18001

ISO 9001

_88_



+
ol
pir
=\n
of
N

;ATI
ol

A4 0 7 A A o]

L

T

].

S

o

|

o

N

o

_(H
2 Cronbach? a

27} 142)

EER

R
=
B
H

el

J

~,
N

o]

Cronbachd a7

=3
=

o e}

B
Cronbach®] agke] 0.60]2Fo] W H|i

ATz =

vhEby)

|

o|J

4-4>9F o] agtol 07 oo wA vEhdel w72t W

hya
st

L

4-3>, <

3T
st

S
=

J

A
AL <

ol

e

B
o

N

o)
i

)
11

o

rvze)

X
_Z#ﬂ

o

oF

A
fite)

zel
vl
ol
&
Hr
o)

g

T
]

o

"o

—_
o

vze)
w

i
<

pu—

o)

H
vzel

X
;ATI

o|J

=3
ol

®

1]

—~
o

BFal A}

ESR SN

Il

Aekgg oz 7450

o

o

A= AAET o 9

o|J
HH

ofy
TR

o

el

Ho
o|J

jzel

o

H
evzel

;ATI
=

o

o|J

~

Hw
X

el

_Zrl

of

Nr

o] .

al

K

1

ol

o

= 7ol

%

A olalstw

B

ofy
jays!
ﬂmO
wjr

o|J

To
o
o

o
=)

AL 1999, pp.241-252.

ZJ AL, 1992, p.238.

61
)

[e}

3}
_89_

2

) }\1‘%:
o .
=.

ArEE, A




Al
=

gl

o

Q.

[}

A (varimax) S ©] &

st SPSS 1505 ©]
HOL/J

q

&
L

e}
A
fze)

o

K

ze)

<
T

T
OO

_N

Hin

T4 7N

R4

9]

a}

S

e 2 o]

o

7o =2

=

=

AA A 0.5

&

o

sl

-

2 9

J

A
ax

13

(e}

8

0.90 o] 4o

A YERGY

o]

of A A = A,

Bartlett®] +

1

[¢]
o

5

-

e

87N &

e

=

1=)
§=

5

1 kol 0.896= wj

b4

KMO(Kaise-Meyer—Olkin) 2] %t

1594
o AgA o

Ris

o:

L

L

7ol 0.700] % ©]
A o] n}f

A4 g
9 42 Ye

o] ofuth g

o]t} 143)

A AR AT 126724701 {9

o

B
ofy

g
o
Mo

o)

o] 0.00082

s}

=

3

o Lol 4 = Bartlett T
By F94F a<0.019A4 =

=

ofy
Gl

s

TH

A Al ISO 90015 & 74 A 2=

A
=
R L

A

A4, 2002, pp.12-13.
— 90 —

o..
=

o olsh, , A

U, 8034 A3 5630, 1.180, 1.0619]




30 89108 FEH 992 nH] W, A&7 ISO 9001:2000% A
YHoE aTHE Aol Wl weh Ay FeE A&Hoz WAL Y
5 FAEe aqd o ZeAsAY B9L FHANE 3T

ol A71%7hE BE duus A7) a4

4z
M
ol
8[us
i
2
32
s
o g
e
flo
B
2
s
>
)
>
>,
i)
=]
o
=
rn:
o
i
2
:oé
Mo
N
2
lo

g 370¢] 291 E 0] Cronbach agko] 0.70]4 0=
S AFA T3 FRFATY. S <E 4-3> @A A =2

_91_



=
T

vzl

T

jzel

3

ﬂo

K

el

0.000

~ NDlolon|lo|la| | a|la|lw| o] o]
o N DI N || 1| TN
Ho L S Lo I I B A B e B A N S B I NS B A B B BT )
™ S
Plglglg elgiael s gl gz g g
| S| R | R | N NN O - :
o 3 d — 0
X
oH o |lo |
BIwlg|lglslglelslz(2R Y slslr|B |8 |8
o|Be| | | AN AN N0 OO NN ; S RYe)
ﬁo . S " — (o)) )
z
_r‘_ (2]
o
" N ||| S o% N ||| ||l [ |=
SHEBEBEBEEE Ik Bl
n <F
)
el
< -
— R - Y
3 W N R = I e
~, jord ©
M o | B | er
) T mK XY XY | 3o
= H H °
%l - gl | e R
pig <r ~ | |$o
| S| S
= |F |2 &
I ©o| o S M | |
(N e SR | BB | BR
< Y | ® | R
3 T | = Bo | Be | B®
i ™o T | R | ®
) B A

0.896, x*=1267.247, p

|
a =

=

=

KMO

Y
;OO

NIr

_92_

d= Yent o

)

CLE B

=

=i}
A=A 74 0.50]

€
2
A



)

—_
"o

el

=

=

5

=]

3 o

1
H

ko)

S|
A

frelgEo] 0.0000] 2=

AA A7} 3178.164 0] H

&

2

KMO(Kaise-Meyer-Olkin) 9] #< 093302 =ZA YEy 29l
?_

Bartlett 9]

L

T

Eb

T

w

’

1 2& 84%

o
R

of 37he A& AFAA 7] x5}

,

A

56% =%

a9l 3%

’

8

.
o

43.3%,

s
=

X

e

=

N

il
=

_93_



CEETED

=i}
N

€

<k

jozel

Tl Hd| Il m|ollonn|lo|lola Al Aol o
Eo V| I MM MO N O | A [N F (-] 0O N[O DO
A R A A A R R A A A A R o S S A A

oy
J2lels|elgglg glgglg gl glalzslRSIR R ERgEZ
Ml.2.1.1.3.3.2.2.2.2.1.2.1.2.2.1.2.66555558.&%
*

M

= ~ | | ]
e R S R P R e N A S N R A N R IR IR AR
A A= === QR[S |(S|Q|vlQaa x| aalF|ale (2|0
=

uNO
ﬁ02526512767333650802641706%&
FIR|IG|G|Q Q3|8 8| R|B[H |58 H|S[RF|2 (8|8 &R 5|3 |2
||| |e|R VR S|
ﬂ

o |’

O —_

-] ,._uoi jazel
ﬂ‘zf%%mowﬁwﬁwwg e |z | |
ﬂoﬂozoﬂﬁ9m@.ﬂoiHﬁoé@mewomuﬂﬂ%ﬂﬂumrcﬂou“&ﬁ
ol ol I N I R Bl PO I O e e R o e I ol ol I I Bl e
M| R R ol |z s |2 || xS B[R g | ot | | R

2 | N | B e N RN s BB op | = R :
of | of [N |3 szTAxl_ﬁxxc_om_.ﬂaﬁx%__%i?ﬂﬁi
o szTa«ﬁﬂo«ﬂo«a«%ﬁﬁu a0 o F | |~
f = T
o | R = || X Mo AT}%M%%
= |F |2 |7
- =7 (b |
6H1HBBSZM724316577235416
| 7| %o | 0| %o | %o | 0| 2o | 7o | o | MM MMM N o e | e |
g~ R | R | R | R7| R~ | R
WWWWWWWWWW&&&ﬁﬁﬂﬂ%%%%%%%
K IK | K| X|IK|X|X|X|X|X
ﬁﬁﬁﬁﬁﬁﬁﬁﬁﬁuﬂuﬂuﬂ%%%%mmmmmmm
iﬂﬂﬂﬂﬂﬂﬂﬂiﬂﬂﬂmumumumuﬂlﬂlﬂlﬂlﬂlﬂlﬂl

0.000

KMOZ &==0.933, x*=3178.164, p

_94_



A2 Ag7rd e A

CEESEE!

o

NI
N

=1
~

=
o

ﬂ]/l

o

7

X

Hi

L R

s th. Amos ver.

S gHo] obd PO T HA Y

5

AL

(o)

2aHS

A

LISREL, Amos(A moment of structure)s ¢

o

Amos ver. 7.0

R

2%

SAZ
U B ool To] A
3} 2

[¢]

}

o
hud

s

0]
P

YehE o

=

=

g 7HA 7}

A3}

vzel
ul
v
ol
T

jase)

B
a

B/

puzel

A H] 2~

o

oy

o

S
o
"

N

o7
~

b

S

Az 74

=

g, 4

L
.

b

o

w

o
oF

o

o)

e
i

S
)
ﬁo
o)

o

B

o|J

ol

™
JJJ

o

o
=i
]

~
)

N

=

T

w

=

i
\_lr”
eyl
=
I
o
a

B/

=

_95_



™~

o
L

.69

Ly o
[nx) y oo

I~ o |o :

[y ]

= -
= -
[}
— o o s =] = Le)
_-ﬂ-- ) ) 3 3

a?

= R FE a<0.], I 9= a<0.05

o)
A=y

NE

Fo%

BB

uj

[e]
T

) A 219.340 oW, A

Chi-square
ot 7hol &}

%)

eV

A3 7ol A

i=]
24

o] .

(dHE 49, 5L p=0.0002 = e

2

2%

X
!

7ol A

AN, &

=
=

= AAH 23

A 7o)z}

o A% vt

T
gl

3 1

A A]

=
=

Fol7h §h= AA" 23

o =
¥

}o} 144)

i

nJ

o
R

‘mﬂ
o

ol

)

—_
o

_96_



2do| the AL v Fo] xR i AFE B &l o3 +A
et = AGFI(FA R A4 Adjusted GFDS ®F3A171
NFI(Z= 5344 Normed Fit Index) o] 9t}

2 ARyl AubAel A= FA A A4(GFI=0.908, RMR=0.030, AGFI=0.873,
otk A B AFRYES Fslo] 7

FEA T FA g auty 7E
GFI 0.908 GFI>0.9
AGFI 0.873 AGFI>0.9
NFI 0.902 NFI>0.9

RMSEA 0.030 RMR<0.05

X?=226.564, df = 137, p = 0.000

2. AT DA

144) z=dw, "LISREL 244 Rd, | Mg GALEAL 1996, pp.103-104.



U 7hAo]l AEE oy, TEAlATEE r=0.106, p=0.38622 7] 25 9t}
A Q0] Ao mAXNFA Fodt JgF& wA Aol
dZstih. BAZD gAY r=0512, p=0.000, TEA AT E r=0.239, p=0.047%
g5 9oy AL HE = r=0.143, p=0.187HE}} 7} 2+ A€ = o
HAME A Aol Mulag e fojd G nH Aolgtal o Fst
EAAN 4G r=0.336, p=0.010, ZE A =FeE r=0.114, p=2.104= e} 7}
Aol AelE oy AAREE r=0.093, p=0529= 7] 25 At}

e 7P VI XA ] AH A 5o s v A Aol

Zatath £A4 4% r=0.201, p=0.0300.2 K o] &5 3},

<E 4-6> T WIS e AARY A}

7 CECE e Eeea | @ | ow |2
e PEE DS e = 0455 | 0152 | 3520 | 0.000 | Ae
o] mZasmeowraanz 0106 | 0140 | 0868 | 0386 | 717
b 24 2] > B A g 0278 | 0113 | 2591 | 0.010+| A¢
Sl L A QA YL AA A 0512 | 0169 | 3497 | 0.000 | A ¢
o | mEAswRdonAA G 0239 | 0136 | 1990 | 0047 | A=
IE A2 E] > A A A 0143 | 0112 | 1319 | 0187 | 712
Sl L FEEE L E 0336 | 0154 | 2592 | 0.010+| A¢
2] measmEoAu a4 0206 | 0114 | 2104 | 0035 | A4
SIE EEERLEYE 0093 | 0093 | 1060 | 0289 | 717
AN | DA RE A 54 0073 | 0114 | -0630| 0529 | 717
AV | R R ARE AN 24T 0173 | 0095 | 1839 | 0.066+| A¢
AV LA S A H] 24 3} 0201 | 0095 | 2174 | 0030 | A=

F xe a<0.] FEoA fre

_98_



4]

o

o)
,_Iryl
w
O
@
ol

7O
AL
1o

~

B
N

=t
=

™
-

—

0

of
<0
=a

)

=AM PR Aol o

o

s A 24 she)

NIl

ojn

o|J
X
o

Y
;OO
.

OO

)

NIr

o

.
OO

ﬁo
Hjn

1358

X

Njo

O

ojn
TR

LS
%
™

o)
oF

‘_lr”
NI
[mt

=

B
-

g= W

o

o

AU Z 2 A

B

T
OO

To
Hie

!

A7}

o
o}

rvze)

S

—_—

ie]

o

.
a3

o|J

[
5

s
gaie]

ﬁO

xr
ey
W

=
=)
Njo

o

ojn

%

AL
lo°

s
gae]

o
of

FES
%

4+
ol

of
ojn

R

BTl

jze]

2

43} A

oF

A

Al

o
S

F

|

T

7z

1B T

o ey,

oy
q_mo

s
OO

ol

0

fu
7o

To
Bl
o
o

el

3

o

ﬂl

p—

o
0

fa
7o

ol

Z A 2=

H]

_99_



o
of
o

B/

ofp

ﬂo

o

[y
8o

To
R

Hn

038

o))

o
K

O
=

e

1Ho
o)

™
OO

)_AO
|
\_ﬂﬂ

o

T
OO

T
3

Hi

B

o
o
o

0SS

BB

1) 4]

ot}

o

Mo

jzel

3

=
o

!

|

=

ofpy

L
;OO

o

of

XM
Kl

oy

B

o

or
e
ofp
NS
)

=

ofpy

ﬂo

2ZA =T

hyA

—_
o

o
o)
o

BK

7}

M

B

ZRA =B

= AR
2] ]

ol

o

ol h

s

H
Y
5

0

o

o
Nfo

Nfo
)

e

)

w
)

e

ofpy
;OO

T
OO

o)
0

X

NI

ut
=

=

=]
H

el 7k W

9]

AA, A

&

o A

oA <

=
=

719 w4
- 100 -

3

=

o)
i

glol, o]z Q% AREA 24



=

=
|

ﬂl
NIr

B

ujp
o
oy
o

F43 957

3

o] 1A

o wiAu]gol A 24

)(\31—

K

ﬁO

of

48 A 4}

A

Al

A=Y =

A

Aol A

HH
]

o

N

[¢]
+

Il-7] 9 = o] 1S09001:2000% & 7 % Al 2=

i

g Sitete) ge

FEERRER

oY

)

5I
H
ofp

v7h 9 Aolt,

o)

o|J
w

|

o|J

],

B A7} A

7

|

o

I

S
.

Els

]

[e)

L
T

NG9 AGFNA et

2 e g

TEANAE

A

0
L

AA, 7]

ol

A=l
N

&} A]

3
3

o]

=
=

obZolv], 1502 A3 §ol

=714 o]

2

p
L

oA

L e A e K A=

o 243

= o
==

"= A

5

vz 2o

s

7]

—

Hn

- 101 -



™

Ach e Wy

o

®I
o

~

of

X
wh

of

H
ﬂyl

~

ol

=

i
ey

b
m

N
K

of
el

ol =

o

Mo

of

H

®I
T
-

N

il
—_

)

—_
"o

i

=

N

Bl

o

e
!
o

"o

K

o

=

,_|4.wo

AR A ALY

=
=

)

<

AR A A

il
B
o

o]
Ul

5

|

o

of

)

il
Nfo

—_

<
o-

o

ol

oo
|
e

ofp

shofof & 7loluh,

= w3y

T

=

<0

BN
=

op

7] el

5o} e}, e

Els

A Qo]

o

Mo
=0
3

1)

F4hs

s

gl o7

i 2 Al o =

o]

o]

w71

=64 7128 Aole o7

%A 2]

3

- 102 -



a7

43 A

S

E

=

f

A 2

o

RS

0]

CEEETE]

3 &

°

7}sto 2

=

[¢)

=4 e
7k Tk BE 7199

7

sk o
=
A%

H

g o
4S5
L

07]

R

af

#g 7 1

5

LI

A

T

%

3 Bl ol et

2 Abedd. ey Ae Ade AuH i)

a3

o)
[e)

gR7F 714

HEEE

B
NIr
-

=

1

o
pal

AOoR oy

s}
=

e

s
a

1 A7}

=

S
e A7 9

il

[y
3o

To
XY
o

T
hin

"

o
1o
ofy
N

ol

~,
of

"

ol
i

o

=3
"o

iy
ﬂyl
o
NR
-

o

—_
o

%/

X

of
1Ho
o

—

XY
Hiz

o)
b
i

o|J
HH
juy
MR
o
o

ol

B

ISO 9000 2 73 A 2= &l o] A]

o=

T

af A

5

gl

[¢)

w8
ZA 27 A A3}

X

vzl

ga
o
st
K
it

gmy

s =

2 "l A
=

= Al

1 3 A]

O O
T U

L3

°.

o]

vl
=

A A

°
gl

A2d A9

o

~
~AO
vzel

X
_Zrl

R

i
o

X
_Zrl

o)
=

o

- 103 -



R ST AR Mo "o M e X o e
X s ~ _—
o BT g ooa g B Oy * oo o
e 0 B0 3o o —~ ~ WO R
8 o WU T B o LN w o) T
AL B I n M T OB % T N %o iy
]E —_ — -
EiCdzE8a wl sxdzg LFEZ
CICCI = O 5° L —
Toop e T om o o= B oW, R R i
TR ooy W B R Lo e B - T T oo g
= —_ . ol o M - T
Npeow XogH O W oy T W B AR %o
? = Nk
PEm By R e TR e ow B
©rom N ¥ T e Moo T P
BT oo B 34w Wb T w M O
= oo oge ow N e AR T oo T =3 ol X W mw
2 o Ay N Ik 2 " TR RN o N
Ly T Twma - Ay
AEEE S ) ) 1 N i
) ) _ﬂ ol < < e = N Eﬂ s T X g oR
~ ) H d o (=) =
+ x oL x 1 ﬂ_. = = o] g N of o B op Mmoo
m! Z.__l [ B o \WL AT g ‘;IAW N _— ‘ﬂﬂ_ EO
Gy ~ ZT —~ o Eo o o° AT S ™
= o o OT fl -
n3 2z Ho % < 1 o i oy T
S T T R - R L A o - W E
%o H = o oy pio i Mo =y Mo JJJ ™ o IRy
~ HT mﬂoﬂ , ‘Dr ﬂ.mo
o —_— — OH#O ﬁO & T \_Ir,” EO ‘Axw \HD ﬂ ‘ﬂﬂ_ ‘ﬂu! ~=
~ ° = s ) = S o
) ) X = §¥ BR — X al o ) - i Ho g
R e ® g A oo A Xow o= °
Tom oo W MM = O 3 = ‘A|# dl B 2 o Ho ™ W
_ — T o o - et 3 il
s = =X ™ o o T Mo ‘d|| T K o Mo = - 2 -
S k=) " = 0 3 o N
P e ek TR EE v £r3EL J4ZEPw
o) oR ; . . 0 — . — o° T
oo R I = % 2B ® T T 2 o T o
TO ZH >l AT ° # JI WEI o H..f 1 % . T HL ~ io J X i
Xo XA = L) oR B o - 1,5r| do oo
O T L S R w WX G PR g oo
T fim 03 ier- X (I G N
e T 2 B B o NG P ST N
M7 o = o 7] o] < v Mmoo e
Mro%e E o SRR o o IO N o

]

15
A
A=}

g
Al

o

7

al

=]

B
Hyo wBy

}

ko]
pad

EEDIEEER
o

T
st

S 2=
fg4s 2

S 4ol B
- 104 -

714

bo] pAE 2

o

71



S Aok et 9
el e aAs] AL Y HAS FRF] FAAYR Al W ]

B Y Ao S BAGE wnh AUF ATE FF AFRAL B Aol

A7l dol M= o =
& ool M= ARG okl wrEA = ISO 9000 ¥R ofy e XAl
Al 2€ ol  BPR(Business Process Reengineering), 2Z2A]Z1ul,  ABC(Activity
Based Cost), SCM(Supply Chain Management) 52 %274 d97|HS =dste] A
gota e 7IdEel v dn. oY FEAGAN Y RdE2 4] S
Fa e FEel v=rw vt g FH o, dore] Wi g od¢
7199 SAe #Adste] oW FEAG7IN] vt g MuaFE
3 #

Fol 71ojst=d a3 Azkel dd AFE o] FojHof & Aol

- 105 -



5 =z
= T m
=
= = &
= 0
—_— )A )
iy % fo° &
= < s
—_ =N = 5
= b i
T T ow 2 =
- < " =
5 S ML ox = :
9 ofy S < X
2 o s A =
=~ - XX — 5o —
.. T = - o . _
OT.C for} ~ s - X KL ~
9 ~on o
£3 =2 ™ AM B m_. 7o m WH
‘_ﬂo%‘_ - N 3 3 AN — Lo 4
S o4 g 8 3 SRR CRR » S i
st b8 T s B SIS o F ™ Bog P
= e 8 o oo ® g Ry R R
= o XX A capd b o EWs S L w e
~ = X X B o Y Tl e e B U —~t T
_XD o Bo wo — offy — N (Y N o < <
CU K% ol w‘_ *1 Ean ! (1 ﬁnm_ B4 o B -
.. - = = Y o ~
=) ~ o o Mu L o_.a m s W 3 E! T ol e@
.. = et e ..
@%Hﬁcﬂjogﬁm%1aa,%%
— T R _ o n_Al‘._ ~ — —_ - o =
i N & 27a £ m &K o= XD
e R Hlew X pw oy -F
Al oo B R - xn 2 o e o al —
~ o a3 R o) 1 m X e X N
momuﬂﬂ%ﬂ,.m%ma o MR
S T om T o o B Wooor " B oo
S o+ omw o e S N T ome B
SrrwlsoT il 2L NTF
s O © g° =) B o = i <0 Z; % <
A R @ﬁoxrﬁunaﬁnﬂow%aa
- R Nk -y K] .80 &) T o o =
s o 5 ¥ N A = -
E <+ [ g — © | ~ = g . m ‘ﬂl -
g o 5 g - = 59T Q = 7 Moo 3\ plil
-~ —
= - e % - = I e ®
ﬂo o k — . R [ Nlil [ L N©
- v To ol TR R = = -
of B o) = PR X e - :
Vi . oo o o To W Bo o T ool m o AR
— AN s =S g fal x = o
T <H o) s o ﬂArO MrA Eo ] T ke
o NN R

, Ae AL 1992,
- 106 -

g5, 1994,



@,

T, A3 1
74473 Fell wl

o
H

o] 7]
, 2003.

-
=

el

A, , Al49, 2

1

e

bee)s

A
Qu

, “ISO14001 87 73 QA A A=+
=2
A5 “ISO 90014 H] =714 <

o
pud

i
s

A
o]

2002, pp.211-238.
z\_ﬂ‘ y”

>~ .=
T T

]

43, “ISO 9000%
il

O]__

7.
7.

&

Gl

AL TQM o H s Ao #F A A2

1998.

ol

]

M Zgietel] A A5 "AAEA A

, pp.241-242.

DA, FAEEEFAN 20 A2

,-2002, p.164.

el

2

, 2002.

=]

e

A5, A304 3

AeE, ‘Ae719e TQM S5t A gdato] wet
T, ATE AN

\_._mo

A} o9 =B 1999,

ppA el A o] Mu s 5 A o] #

o)

R

af

9=, 1995,

@

2,

Alell ]

™
e
o
XM
Hin

el
N

- 107 -

A “ISO 9001/2000¢1 5 £.910] AJH]



T TEAAAGTEA,, A4S, 2004, pp.187-193.
AR, “TQMA AdA TH” "TF249%3A,, #1264 A3%, 1998, pp.17-30.

Sl B AFAT Fulgstm A}

oY,
&1_1’4
o
o>
[
>,
|
o
=)
k1
fines
&Y
Nit)
i)
ro

o #F AT TIFF ANV I A

A TR Ak s A A8 A|3=, 1997, pp.14-19.

AT, ALY AR £ FAFAE AR BH AT BT Pl

A - A= el 2] FE QAo wgk A TR BT | A4 15, 1999,
pp.15-18.

gz, “TQMO Aol #ek uF T AL@e et A, |, A11d #1335, 2001,
pp.51-56.

AT, “FAR G aqAgo]l FGAg Tl vAE Gl BF A

4%, 1994, pp.211-250.

- 108 -



ol g, “=m7Ide FEEE I A TReke] wA O]

=, 1999.

AT

S AA st

SF H TAHA B A

1997.

=]
=,

_(H

1

;O_v

44

ol

2], AN74, 1993,

o] FARF A5l

pp.25-29.

o

, 1998, pp.157-184.

<

T, A 274 1

HJ
,mﬂ
Tor

ol

B

Tor

, 2003.

=]
R

1 7] &} 2 A

ZA

o5, ¢

AT, A7

NJo

—_

_zﬂ

A=, 2002.

1

;Oﬁ

A}

ol

I

ol

ol

A=, 2004.

1

;Oﬁ

A}

o) BATA ol Al wA

A
AFEHS1 =5, 2006.

d

A9 &

or

e

e

AL
lo°

T
Bo

5

B

a

|

g o]

&4, “ISO 9000 Al =8 l1Fo] F2

A= 7L A el wA

hyA

3, ‘a7 ¢

1

3
pod

- 109 -



=3, 2007.

1

;O_v

A}

or

&

ol

o

ok
W
ok

st

_Zrl
T

;OL
o)
=n
<]

™
Bo

ﬁO
i

=

3
oy
ﬂv.o

o}

=, 2005.

1

ol

A}

ol

E
ol

e}

, 1994, pp.53-58.

2

AT, A

110 -



<] == >

Adam, E. E, "Alternative Quality Improvement Practices & Organization Performance,”
Journal of Qerations Maragernent Vol.14, Dec. 1994, pp.27-44.
Banker, R. J., Field R. Schroeder & K. Sinha, "Impact of Work Teams on Manufacturing
Performance,” Acadermny of Managemnent Journal/, Vol.39, No.4, 1996,
pp.867-890.
Banks, J., “7he Essence of Total Quality Management,” Englewood Cliffs, New
Jersey: Prentice-Hall, 1992, pp.51-59.

Barbara, A. S., "Model of Organization Management: A Comparison and Critical Evaluation,”
Academy of Managerment Feview, Vol. 19, No.3, 1994, pp.40-41.

Beebe, S. A. & J. T. Masterson, Cormrmuricating i Small Groups, 3rd ed., Glenview,
IL: Harper Collins, 199.

Bitner, M., B. Booms & M. Tetreault, "“The Service Encounter: Diagnosing Favorable
and Unfavorable Incidents,” Jourral of Marketing, 1990, p.54.

Bowen, D. E & E. E. Lawler Ill, "Empowering Service Employees,” .Sawr:  Mearagerrnernt

feview, Vol. 14, No.4, 1995, pp.75-95.

Bowen, D. E. & E. E. Lawler Ill, “Total Quality-Oriented Human Resources Management, ”
Orgarizational Dynarmics, Spring, 1992, pp.29-41.

Bowles, J. & J. Hammond, Zevorid Quality: New Stardards of 7otal Performace 7hat Can
Change the Future of Corvorate America, New York: Berkley Books, 1991.

Brown, David G., “Freight Service Quality and Carrier Economics,” Zransporiation

Lesearch Forum, 1990, p.217.
Carr, S, Y. T. Mark & J. E. Needham, "Differences in Strategy, Quality Management

Practices and Performance System Between ISO Accredited and

- 111 -



Non-ISO Accredited Companies,” Marnagement Accournting Kesearch,
Vol.8, 1997, pp.381-403.

Carter, J. & R. Narasimhan, The Role of Purchasing and Materials Management in
TQM and Customer Satisfaction, Zternational Journal of FPurchasing
and Materials Managernent, Summer, 1993, pp.3-13.

Clampa, Dan, 7ot/ Quality: A User’s Grude for nplementation, Addison Wesley Publishing
Company, 1992.

Cole, R. E., P. Bacdayan & B. Joseph White, "Quality, Participation, and Competitiveness,”

California Marnagement Feview, Spring, 1993, pp.68-81.
Covey, S. R., Principle-centered Leaders/p, New York: Simon and Schuster, 1992.
Crosby, P. B., Quality without Zears, New York: McGraw-Hill, 1984, p.64.
Danny, S. & T. Mile, " The Relationship between Total Quality Management Practices
& Operational Performance,” Journa/ of Operations Maragement, Vol.
17, 1999, pp.93-409.

Deming, W. E., Quality, Productivity, and Competitive FPositiorr, Cambridge, MA.:
MIT Press, 1982.

Deshpande, Robit & Gerald Zaltman, “Factors Affecting the Use Market Research
Information: A Path Analysis,” Jowrnal/ of Marketing, Vol53, January,
1982, pp.3-15.

Deshpande, Robit, John U. Farley, and E. Webster Jr. Frederick, 'Corporate Culture,
Customer Orientation, and Innovativeness in Japanese Firms: A Quadrad
Analysis,” Journal of Marketing, Vol.57, January, 1993, pp.23-37.

Dess, G. and D. Beard, "Dimensions of Organizational Task Environments,” Adiuristrative

Science Quarterly, Vol.29, 1984, pp.52-73.

- 112 -



DNV, "Guideline for Development and Implementation of Safety and Quality
Management System,” 1993.
Donald, J. B., Pat J. Calabro & George D. Wagenheim, /Znzroduction to 7Zransport,
New York: Macmillan Publishing, 1981, pp.55-58.
Douglas, M. Lambert, R. Stock James, .Strategic 7Trafic Logistics Marnagener,
3"ediition, 1993.
Drucker, P. F., Mangin for the Future, New York: Truman Talley Books, 1993.
Dryer, W. G., Team Building, /Zssie and Alternatives, Addison-Wesley: Reading MA, 1977.
Edosomwan, J. A., Custoner and Market-Driven Quality Managenernt, ASQC
Quality Press, 1993.
Feigenbaum, A. V., Zota/ Quality Control, NicGraw-Hill International Editions, 1998.
Fornell, C. G., "A National Customer Satisfaction Barometer: The Swedish Experience,”
Journal of Marketing, Vol.56, No.l, 1992. pp.6-21.
Frankel, Emst G., "Total Quality Management in Liner Shipping,” Marine Folicy,
January, 1993, pp.58-63.
Fritzner, O. H., “Selecting Standards,” Quality Control in Shipping COperation,
London: Cambridge Academy of Transport, 1991, p.6.
Garvin, D. A., Managing Quality, New York: The Free Press, 1988, p.46.
Gaski, John F., "The Theory of Power and Conflict in Channels of Distribution,”
Sournal of Marketing, Vol. 48, Summer, 1984, pp.9-29.
George, Day S. and Robin Wesley, "Assessing Advantage: A Framework for Diagnosing
Competitive Superiority,” Jourral of Marketing Vol.52, April, 1988, pp.1-20.
George, Laszlo, P., “ISO 9000:2000 version: Implications for Applicants and
Examiners,” 7he 7QM Magazine, Vol.12, No.5, 2000.

- 113 -



George, W. R., "Internal Marketing & Organizational Behavior: A Partnership in Developing
Customer-Conscious Employees at Every Level,” Jowrral of Business
Lesearch, March, 1990, pp.23-54.
Ginnodo, B. & R. S. Wellins, "Research Shows That TQM is Alive and Well,”
Tapping the Network Journal/, Winter, 1992-1993, pp.2-5.
Goodman, J. A., Gary F. Bargatze & Cynthia Grimn, 7%e Aey FProblemm With 7€M,
Quality Progress, January, 1994, pp.45-48.
Goodman, J. A., David. DePalma & Scott Broetzmann, Maxunizing the Value of
Customer Feedback, Quality Progress, December, 1996, pp.35-39.
Grifin, A. G, G. R. Preiss & D. Shevenaugh, Fest Fractice for Custorner Satisfrction
wm Manacturimg Frms, SMR, Winter, 1995, pp.87-98.
Grénoos, C., "A Service Quality Model and its Marketing Implication,” Zuropearn
Sournal of Marketing, Vol.18, No. 4, 1982.
Guangingming, C., C. Steve & L. Brian "A Systemic View of Organization Change
and TQM," 7he 7€M Magazine, Vol.12 No. 3, 2000, pp.186-193.

Gwinner, H. J., "Base Theory in the Formulation of Sales Strategy,” AZSC
BLusiness Topics, Vol.16, Autumn, 1968, pp.37-44.
Hambrick, D. C. & Phylis A. Mason, "Upper Echelons: The Organization as a Reflection of its

Top Managers,” Acadermny of Maragemernt Feview, Vol.9, 1984, pp.193-206.

Haral, W. E. & B. S. Brown “Participative Management: Myths and Reality,” Cjforria
Management Feview, Vold, 1981, pp.427-431.

Hauser, J. R, D. I. Simester and B. Wernerfelt, "Inter Customers and Inter Suppliers,”
Journal of Marketing Fesearch Vol.33, August, 1996, pp.268-280.

Hensey, M., Collective Fxcellence, Bulding Hjective 7earns, New York, American Society

of Civil Engineers, 1992.

- 114 -



Hoffman, K. D. & T. N. Ingram, "Creating Customer—Oriented Employees: The
Case in Home Health Care,” Jowrnal of Health Care Marketing, Vol.ll,
No.2, 1991, pp.24-32.
Hunt, V. D., Quality in America’ How to lmplement a Competitive Quality
Frograrn, Homewood: Business Irwin One, 1992.
Johnson, R. S., 7@QM-Leadershp jfor the Quality 7ransformation, Milwaukee: ASQC
Quality Press, 1993.
Jones, T. O. & W. Jr. Earl Sasser, "Why Satisfied Customers Defect,” Harvard
LBusiness Feview, November-December, 1995, pp.88-89.
Juran, J. M., 7he Cpcomung Century of Quality, Quality Progress, August, 1984,
pp.25-29.
Kearns, D. & D. A. Nadler, Fropfets in the Dark, New York: Harper Collins, 1982.
Kim, Kee Young & Dea Ryun Chang, “Global Quality Management,” A Zeasearch
Focus, Decision Scrences, Vol.26, No.5, 1995, pp.561-568.
Kohli, A. K & B. ]J. Jaworski, "Market Orientation: The construct, Research Propositions,
and Managerial Implications,” Jowrral/ of Marketirng Vol.54, April, 1990, pp.1-18.
Kotler, P., Marketing Marmgernent: Aralvsis, Plarrung, lirplemernitation, and Control,
Englewood Cliffs, N. J.: Prentice-Hall Inc., 1991, pp.100-110.
Kume, H., "Quality Management by ISO 9000 and by TQM, Z20¢ 97 Helsinki
Proceedings, Vol.3, 1993, p.14.
Levitt, R., Quality 7 on 1. Becomung Custormer Centered, Hewlett-Packard Internal
Document, October, 1995.
Lovelock, Chirstopher H., Service Marketing o ed., New Jersey, Prentice Hall International,
1991, pp.24~38

- 115 -



Lowenstein, M. W., Custorner-Fetention-An Integrated Frocess For Aeeping Your Best
Customers, Milwaukee: ASQC Quality Press, 1995.

Maddux, R. B, Zearn Building, An FEyercise i Leaders/zp, Lakvillr Ontario: Crisp
Publications, 198,

Mark, Casson, "The Quality of Shipping Service,” Ziscussion Faper, Urnversity of
Leading, 1986, p.15.

Mark, S., Y. T. Carr & J. E. Needham, "Differences in Strategy, Quality Management Practices
and Performance System Between ISO Accredited and Non-ISO Accredited
Companies,” Maragermernt Accounting Kesearch, Vol.8, 1997, pp.381-403.

Marsh Amiqga Mni, A. G., An Introduction to Quality Assurance i Stpping, London:
The Nautical Institute, 1991, p.14.

Mears, P., "How to Stop Talking About, and Begin Progress Toward TQM,” Zusiress
Horizon, May—-June, 1993, pp.11-14.

Melissaratos & C. Artendt, 7@ the Westinghouse Experience, edited by Allan M
Hapinan and Damie /. Julius, 7otal Quality Management. limplications for
[gher Education, Missouri: Prescott Publishing Company, 1995, pp.17-30.

Michaels, R. E. & Ralph L. Day, "Measuring Customer Orientation of Salespeople: A
Replication with Industrial Buyers,” Jowrral of Marketing Fesearch Vol.
22, November, 1985, pp.443-446.

Milliken, W. F., "The Eastam Way,” @Qua/ity Progress, October, 1996, pp.57-62.

Moe, J. L., “What Does Employee Involvement Mean?,” Quality Frogress, July, 1995,
pp.67-71.

Nurick, S. J., "Facilitating Effective Work Teams,” .SAM Advariced Mangemernt Jourral,

Winter, 1993, pp.22-27.

- 116 -



Paixao, Casaca A. C. & B. Marlow Peter, "The Competitiveness of Short Sea
Shipping 77 Multimodal Logistics Supply Chain' Service Attributes,”
Cardiff, UK: Transport and Shipping Research Group, 2005, pp.376-378.

Pearson, Roy, “Containerline Performance and Service Quality,” (rzversity of Livervodr,
Marine Transport Center, 1980, pp.17-26.

Peters, T. J. & N. Austin, A Fassion jor Excellerice, New York: Random Horse
Inc., 1985, pp.100-105.

Peters, T. J. & R. H. Waterman, /2 Searc/ for Excellence, Carnbridige, MA: Harper and
Row Publishers Inc., 1982, pp.39-42.

Porter, M., Competitive Strategy, New York: Free Press, 1980.

Pun, Kit-Fai C. M. Richard Yam & G. Lewis Winston, "Safety Management
System Registration in the Shipping Industry,” Znzerrational Journal of
Quality and Relability Management, Vol.20, No.6, 2003, pp.704-721.

Quazi, H. A. and R. Radibjo, "A Journey Towards Total Quality
Management through ISO 9000Certification: a Study on Small
and Mediumsize Enterprises in Singapore,” Znternational Journal
of Quality & Reliability Managemernt, Vol.15, 1998, pp.489-508.

Reicheld, F. F., “Loyalty-Based Management,” Harvard Business feview, March—April,
1993, pp.69-75.

Robbins, S. P., Orgarnization Beravior, N. ]J.: Prentice Hull International,
1996, pp.124-129.
Rukert, Robert W. & C. Walker Jr. Orville, "Marketing’s Interaction with other Functional

Units: A Conceptual Framework and Empirical Evidence,” Jowrra/ of
Marketing, Volbl, January, 1987, pp.1-19.

Rochdale Committee, Zeport of the Commnuittee of Ingury mito Shpping, London:

- 117 -



HMSO, 1970, p.15.
Ruentes, Clara Martinez, Francisco Benavent, M. Moreno, Tomas Cruz and Del Val
Manuela, "Analysis of the Implementation of ISO 9000 Quality
Assurance systems,” Work Stuay, Vol.9, No.6, 2000, pp.229-241.
Sathe, V., Culture and Felated Corporate Fealities, Homewood, IL: R. D. Irwin,
1985, pp.363.
Saxe, Robert & A. Weitz Barton, "The SOCO Scale: A Measure of the Customer Orientation of
Salespeople,” Jourral of Marketing Fesearch, Vol.22, August, 1982, pp.71-81.
Schmenner, R. J. & R. L. Cook, "Explaining Productivity Differences in North
Carolina Factories,” Journal of Operations Marnagemnent. Vol.5, 1985,
pp.273-289.
Scholtes, P. R., 7he 7ewn Hardbook: How to Use Teans fo hnprove Qualizy, Madison,
WI, Joiner Associates, 1989.

Schonberger, R. J., “Human Resource Management Lessons from a Decade of TQM
and Reengineering,” 247, Summer, 1994, pp.109-122.

Shores, R. A., 70M Approach fo Aclueving Manufacturing Excellence, Milwaukee:

ASQC Quality Press, 1990.

Siguaw, Judy A., Gene Brown & Robert E. Widing II, "The Influence of the Market
Orientation of the Firm on Sale Force Behavior and Attitudes,” Jowrria/
of Marketing Fesearch, Vol.31, 1994, pp.106-116.

Sila, I. & M. Ebrahimpour, “An Investigiation of the Total Quality Management

Survey Based Research Published between 1989 and 2000,” Zuerrationa/
Journal o Quality arnd Feliability Maragernernt, Vol.19, 2002, pp.902-970.
Stanley, Slater F. & C. Narver John, "Does Competitive Environmental Moderate the

- 118 -



Market Orientation—Performance Relationship?,” Jowrnal/ of Marketing,
Vol.58, 1994, pp.46-95.
Stanton, E. S., "Empolyee Participation: A Critical Evaluation and Suggestions For
Management Practice,” .SAM Advanced Marnagement Journal/, Autumn,
1993, pp.18-23.
Stuart, F. Ian & P. Jr. Mueller, TQM and Supplier Partnerships, /Znzerrationa/
Journal of Purchasing and Materials Management, Winter, 1994, pp.14-19.
Sullivan, L. P., "The seven stage in company wide quality control,” Zofa/ Quality
Management, 1986, pp.11-19.
Sun, H., "Total Quality Management, ISO 9000Certification and
Performance Improvement,” Znternational Journal of Quality &
Management, Vol.17 No.2, 2000, pp.168-179.

Swan, J. E,, I. F. Trawiock and D. W. Silva, "How Industrial Salespeople
Gain Customer Trust,” Zndustrial Marketing Managerment,
Vol.14, 1985, pp.203-211.

Tebay, Michael, "A Much Maligned Industry, Merce Management Consulting

Transportation,” Zntermodal Asma, October, 1993, pp.7-13.
Terziovski, Mil'e & Samson Danny, "The Link between Total Quality Management
Practice and Organizational Performance,” Znzernational Journal/ of
Quality and Feliability Management, Vol.16, No.3, 2005, pp.226-237.
Tribus, M., "Managing to Survive in a Competitive World,” Qual/ity First. National/
Society of Professional Engmeers, Vol.9, No.6, August/September, 1988, pp.4.
Uttal, B., "The Corporate Culture Vultures,” Zorfune, October 17, 1983, pp.66-72.
Van, D. W., A. Willians & B. G .Dale "TQM: Is It a Fad, Fashion or Fit?,” &ualizy
Marnagement Journal, Vol.7, No.2, 2000, pp.65-79.

- 119 -



Van, M. J., "The DAT Approach to TQM,” Jourral/ of Americarn Health lnjormuation
Managemernt Association, Vol.63, November, 1992, pp.38-44.

Webster, E. Frederick Jr., "Rediscovering the Marketing Concept,” Zusiness Horizorns,

Vol.31, May-June, 1988, pp.29-39.

Wellins, R. S, W. C. Byham & J. N. Wilson, Zrpvered 7arrs, San Francisco: Jossey—Base, 1991

Wiggenhom, W. & U. Motorola, "When Training Becomes an Education,” Zarvard
DBusiness RKeview, July—-August, 1990, pp.71-83.

Zeithaml, V., A. Parasuraman & L. Berry, "Problems and Strategies in Service
Marketing”, Journa/ of Marketing, Vol.49, Spring, 1985, pp.33-46.

PP F, TSl SOt AR, 1954, p Il

- 120 -



SNTEG, F&0 @ 606-791, FAFAA FET FaE 1A
M\ LR L KL LT

A 3sl/Fax: & 051) 410-4388 (A+-4)
“EA7 e APaAo] YR mATE
J

Aol WA= FF T A

(AE71d& sHe=)

(o2

- 121 -



on
.

,_oo
B
!

2

—

S
Bo
T
N
Ha
of
of
o

)

kel

} 2

o

VAN A

o

LA

o iy
= e
Il Ie}
o o)
Ao o
N <+ "
Eo d! <t T
ui Iy -~ <t OT J‘HI
- < =
a i < d.lj o
H ” % °
N o ﬂo Lo
T Koo ™ o ; ~ o)
X7 il [aN] lo <t o
T T o i -
— (aN] —_— o <
T > o
~ — - o 2 - <
o | ~ |
gl o ‘_lqn_ﬂ Y = — o o
~ s . < ) Jv.A ap]
HM _m/u —_ TN il ® P Wr o
wa m_. i = -l i — N
e e o A ol e — o
- . R - B s = —
= & B R - > © 5| .
= |2 - A - | = i I ~
2 aw Al Z o _ <0 j >
o W«% moqur ° M_. zo%u mﬂwo. mﬂ - % Wdl =n
Bo 2o | W Ho B S = T - T = o = <
wn I L9 P 5 ul Y = |
o = W = 4| X B ot - w | T
S o ML ; do R N e mﬁ . B = | T W M )
_ g r % &5 w wo 4 o i qm G wlu (5 iy mlu umt
G v ) : eyl |y p _
= %A@ﬂﬁ AEleE A0 = T, E E:H
T = o 0 Mt o | © o) =) Hﬁ iy T w | ol - W = 7 o
i oy T X . do =) <V st B W T n- | = B o=
B = o He T T T = F - &+ o 5 = M F o oF
Bo o —_ L o N oy ;o.._ :i EIM ‘Dro ~ # o 1
~ | 0 e N e o o w ] = | B | x o ok
™~ 1_ﬁ| < O#E lﬂ‘lwl o Lf T AT | L_O Mﬂ E_ To OW gl _]ru,l s ,IL
— N <0 ‘BO | o i o m_m (i | o ™ =) o o X
v of T < o T TN x| ’ ~ MR
N o) wr o T N - ~ i il oj o) ~ o —_
o~ =) XO . — ‘.ﬁ XTI Orl o w -, A fe)
Enﬂ nA_IL o XE EE = s ]« Gl S _ .9
< F 0 P 2 oo o = U w
S s X 3 _ g
~ 7o [e) M Ex_ ﬂyl ‘LLm [e) ,.v_Al‘_ ﬂ
N T T < ™ o) N\ <~ B < 5
o —_ 3 o o7
el ol | = ol T
o~ CI T 7R
o ok M mo i
. O
o3 s =
—

- 122 -



Ie}
S o
e [Te}
i < le}
Ie}
Yo T =
o o =
™ < 5
X « = ™ 0
a5 o it
~ oF . o
o i < 5
- X « ” c.Lo ‘Ul ~
1o ~ 5
o wﬂ o o= N -
1 o7 — _ ~ - . -
o ‘Ul <t
— w
1H = B 1 o o o -
@ - & X ™ »
Eg. ) MM ™ ol o MLr o~
i (aul =) ol E,_Mo Mwﬁ | o — o\
< fory " ‘UI e ‘L@ Hw“ ﬂl — — a3
_ A P = o Q —
wﬂms LA = B ® E ~
. o . - Al
3 oo | 2 1@ Q] =) NI i R o " .
| X 09 cl o ™ e X
e [ N oE _L‘ Tor o X ) ~ ~{ = M
B LE K| g o T e 4 o T =
(L el { o WP oy >
T T - o ofp H ot X2 9| ™ — ~
Hi o o o of A Mo n m = X
= il MM o | o | = | B K Mmm pucl o m° W
e T A i J 2 » |k W
! 7 B o i 5 -l K b 4 g g _ o) o <0
7o o o | = o R L e T ©° I LS T X a 1
Tx|ET G e | TURN W A T oy 2
R\ = = X = M o+ N 7 T R TS Mo ™
" © < | % i o I o o S ol L
— i ~ T il ~ _AO o r 8o o
R o % T o = AR G - I
) 2 NI G .5 N W Nr Ho= % = J R A of m#
4 fﬂ;ﬁjfi Tx | w 22z e
~ =y wr w o bl 7 ! 53 = m ° X N
™ o | T g | P S o s ol Wy o P A g N
— = LN P~ ] oF Bo 6N N o X ﬂA.! TR o NI el
= o | o N X o 1@ o =< R X i B %o s o
‘e TElEg | A A S * g
— . Z.o ) ™ ZE - Tor ZT ,ﬂuu Eo = A UT
= S K2 i o | N L s
0 X o_H Lf N a _ o
— ~ ] —_ mE 1;|./H ~ o L ;OL
N o X o N S
L m T a» Lw | < °
< <
A —
1 : s o) B N 0 A
= o - 5 : Lf ™
< b o ) x° oW
1 o3 = ¥ o=
— ) =
S
N

- 123 -



bol Az 24

U A3

o]
H

o Ba B

Mr

o

~

=]
T

AAel )

o
T

II 92

)

——
o

2]

T

b

AR

0]

bAl o] 017 3

°

7

ar

[¢)

)

ol Al 3 A

=

)

°
1}'{'_2

te 54

o
fils}

ofp

- 124 -

I 7547 0]

U

finl

A

A4

off el sf




el

O

R R

il

A

s

AAAFA

A AL

o

A

L o&

oTﬂl
nmuav
1 Lo
= o
o
T o
M = - 0
Mo ~ © Ie)
E‘OI o ~ Lo
X ” v < ©
g
‘_.m_vwﬂ . <t e
8 N . <
™ o~ <
aﬂ N o™ =~
") o — ~ Sel
M _ N o
T T — oV} o«
AN — o~
W AR A — — o
oy —~
. B e Mo_! g - .
0..“ 3 3 1E ~ = —
= 5 o R N N prj —
~ BK o T T Tah -
e ~ EE m OE M,_A ﬂv.o =y .Z__u ot o ) . _
X R B B .- =0 Zﬂw =175 ° 7
. f - ~
® %o - = ME o o ﬂ I e _ T
_ = r by - N oR . o o I~ N 6S Hr
Ee of 1JJ|| H,r B N ° ,.Mw_. o 17r o) o 1W _IM ~d = =
= o X° oA o T % o M T < Mo
2 o B oK > Ey = e | R & o N
E a2 _ o T of o v N < - o
~ i R < mm S R B oG i © | -
3 % s = ~ __u 7o L/ Ry o ] ,,A|_ oy o =™ jm T ,Dl
T A B ) R A ey T R % oy
= T o oo T oy |dh G © Ho X A - =
o} = o W o bW | WP ® % 5T Cy G %
~o — M oK — 5| = — M N =o <0 N ™
B %o [N <) xE =1 ol = |3 o = = M- o X fd _— ﬂr "
._.Wo X o T of K 2 o ~ ey ) < ~
s o i) X! hatt X N r- al U e o SR =
) X B oor| ® — % T e oy i o | - oK
—— = I Jo S ee I = e o o = S o <o =
o ~N ot N N- Y i, iy ° N e
X = gy o oo sl o W& T X . 5 <
2 wE 5 I Ao 2 E | X @ | oy | 3 < | o
TR 7 |, T @ : I a
~ Wl = ~ = " o T P N iy = =T 4 F
— o o %o 1 ol <° o = %0 H = ~r
: _ _L ~ T T —~ fo=o) =0 o O S [ ~
N yA‘_ I~ ol o X 1o X = < o el
. oF o = o0 = N o A ; =
o3 sl T e ° oW = o do ~ o
<t ) Orl T io [ 1_rm, OE N
A I
© ~ Oru = mﬂ o OL
y | W
o S
—

- 125 -




A4

- = A== [e]
D 3AAGY 230 G G e Ay
1. 719 gelgel g 2 4 WEATE sl
) = ° 1 2 3 4 5
B} 9,
12. At BEFA dAS ng FFoA FHI
o ° T 1 o | 3] 4| s
A=
13, §4BAAE F4ow 4@t Huge
wstel AuzAde wgs wase g | | o | 0| ] P
4 SAe sER AAAE R avadel | ||, | .
=53] dtdsla Yo,
15. A= Aol A g et F oA ) ) 5 A .
2 A998 w%e I3 Atk

- 126 -



SRk

X

o

FHdUS A

il
B

&

7}

o

£

X

AALY A H]

o))
olp

A}

T

oTﬂl
P "
=1 1 Te) "
© Lo
™ o "
e - "
M ~ < -
o 7 = < -
iy ™ . - <
o
X ™
X o™
y o - N
0~ [aN]
M . . R
aﬂﬂr o ~ o
0w T —
M _ _ 0
Wﬂ ﬂ»a ﬂﬂ ~o "~ — —_
H]o < Gl Iy ak o ol —
[ R < T | e
R Y L
= I = oo T il Ky T 75
= ; o | B E K] & m |
a L S & Tz o [T
) R oot B X - i op
G ;AD ox ko) 9 ~ , ‘.Mﬁ =
T ToH 7o of W™ T e ) 4o o o No
i o 41@ R e %ﬂmotm o |
) o) ~
SRR AN T )
R - ey >y U w 0 Mere Zf T 7 gl
B iy = A ) iy ol | o A X
N § |z of TG o ® ook |T H
of ¥ ® H PR | 3#%%%% <
o 5 G T S W o P T | T
o e ﬁ %o 5 7l y = o = o - h b
2 . o 7 _ @ o |
) Mﬂ Zﬂ 2 ®W & WM & i - 7T |5 % ®| X o |w =
£ | I S I N T
P I I B L S S o P
= |7 o W mﬁ e B R e N 55 o Wl oo e
3 ° ORGP~ T =
S E ALY SN ETE F LR
Eew S| @ N R G AT o Gl
~ o) © W< |w N S e =
— . ) =l ‘U| O‘._ — _ o < OME ! .
2 o . o B o | wm R < "
4 Ie) . SO RN
2o ~ .
o0

- 127 -



@& G52 cuAted A drAQ] FIFdYG
dd WEE ZIdstd FAA L.
L Ast7h et A s dE27 ( )
2. Aty 22 O F @ o
3. Alske] Awe?
@ 20~2441 @ 25-304 O 31~354 @ 36~404 © 414 °l¥
4. 75k ge2?
©xE QAdEdE O HE @ HFdE O 7IEK
5. 7skel | E A 2R AHE o AEAYA?
® 3d ojg @59 Hyr  © 10d FW @ 10 o4
A Asrh 2FEdE E R HIYFE?
D sy s OFay @ 718
2) & %1 b HFEAN
7. 7ske A9 =?
Dy O A2 Q13 7140 2 - 33714
2) F42F O AHE @ F9 - AZFE O dE - AT
@ A% - FAE 0 ddEold
8. @A 7Aool At G T BIANLHE FAAYA?
(F7HA o] dd A5 Be2 Aasted F4AL)
@ ISM Code @ ISO 9001 & ISO 14001 @ OHSAS 18001
AU,

- 128 -




iy
o}

N

X

off

of

ojn

2003 3¢ A=

ol AR Ans B

wjr

Az
X

N

)

X
J

elll
TR

<0
E

ob717]
2u), AA9% ol

deteh Aol g

R

E7lH = A

Fol

n
E!

p—

O

Ko

=

7 At

e

154l

Al A
- -

=
T

3

A

o

ok
X

o

v

FHjE ol A e aLvk$-

A -

]9

ok
g
—_
~
ol
o
K
o|J
e
elfl
~KH

i

B

o
o

off

o] ofujel

Sl=8

e

&

FEolA vk AbgS A

A o421 7}

bereg)

o
= A

Az

A



	제1장 서론
	제1절 연구의 배경과 목적
	제2절 연구의 방법 및 범위

	제2장 이론적 배경
	제1절 품질경영
	1. 품질경영의 개념
	2. 품질경영의 발달과정
	3. 품질경영의 구성요소
	4. 품질경영시스템
	5. TQM과 ISO 9000의 비교
	6. 식스시그마

	제2절 해운기업의 품질경영
	1. 해운서비스의 특성
	2. 해운기업의 품질경영시스템

	제3절 내부고객만족
	1. 내부고객만족의 개념
	2. 내부마케팅과 내부고객만족
	3. 내부고객의 고객지향성

	제4절 서비스성과
	1. ISO 9000과 품질경영
	2. ISO품질경영시스템의 성과
	3. 해운서비스의 성과


	제3장 연구모형과 가설설정
	제1절 연구모형
	1. 연구모형의 설계
	2. 연구가설의 설정
	3. 표본설계 및 설문지의 구성

	제2절 변수의 조작적 정의와 측정
	1. 품질경영의 핵심요인
	2. 내부고객만족
	3. 고객지향성
	4. 서비스성과


	제4장 실증분석
	제1절 자료의 분석
	1. 표본의 특성
	2. 측정변수의 신뢰성 및 타당성 검정

	제2절 연구가설의 검정
	1. 연구모형의 적합도 검정
	2. 연구가설의 검정
	3. 가설검정결과의 해석


	제5장 결 론
	제1절 연구의 요약 및 시사점
	1. 연구의 요약
	2. 연구의 시사점

	제2절 연구의 한계점 및 향후 연구과제
	1. 연구의 한계점
	2. 향후 연구과제


	참고문헌
	국내문헌
	1. 단행본
	2. 논문 및 기타

	외국문헌

	부록 : 설문지

