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Abstract

A Study on the Influence of International Freight Forwarder’s
Service Quality on Customer Satisfaction and

Repurchase Intension

Kim, Hyeon Ju

Department of Port Logistics
Graduate School of Marine Finance & Logistics

Korea Maritime and Ocean University

Due to the rapid growth of secondary industries as manufacturing and
construction business  South Korea’s economy has been growing at an
incredible rate. The Free Trade Agreement between countries of various
economic levels has actively made because of relocation overseas the
manufacturing plant to save the cost and the industrial structure change

since the 2000s.

The Logistics industry played subordinate role in manufacturing industry
in the past, but it is becoming an independent future growth industry

through enhanced international competitiveness by cutting costs.

As a member of the international logistics industry, International Freight
Forwarder 1s acting as the supplier of the logistics services to

consignee/consignor along with they function the user of logistics service



to the carriers / transport company to fill space of vessel or flight

The purpose of this study is to analyze how freight forwarders may find a
way to remain competitive within the context of logistical subjects and to
investigate the relationships between freight forwarder service quality,

customer satisfaction and repurchase intension.

In summary, the empirical results of this study are as follows:

1) There are discrepancies between the 5 components of service quality (
“Reliability”, “Responsiveness’, “Assurance’, “Empathy”, “Tangibles”) in the
use of SERVPERF scales as individual analysis tools in analyzing Freight
forwarder service quality. Thus, the further development of more
appropriate measurement tools for analyzing the characteristics of Freight

forwarder servicing is required in the future.

2) Among the 5 components of service quality, the correlations of
customer satisfaction with “Tangibles”, Reliability”, “Assurance” and
“Empathy” are found to be positive. However, the correlation of customer

satisfaction with "Responsiveness” is found to be negative.

3) Among the 5 components of service quality, the correlations of
repurchase intension with “Empathy” is found to be positive. However, the
correlations of repurchase with “Tangibles”, “Reliability”,

“Responsiveness”, “Assurance” and are found to be negative.



4) The correlation of customer satisfaction with repurchase intension is

found to be positive.

This research as its focus had analyzed the manufacturer & trading
company as customers of freight forwarder services, however in future
research, individually differentiated comparative analyses of perceived
service quality on other freight forwarders mutually using the freight
forwarder service as well as the manufacturer & trading company will be

necessary.
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Forwarding Agent 52 & &3 3= %2 & International Freight Forwarder, & <&
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o2 AR&H I Q)

3) = Al=FH 3], A, 2010, p.5o0.
FIATAE =9 & Federation Internationale des Associations de Transitaires et Assimiles
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Associations® #7]3tt} o] FIATAE =7k ¥ ¥Ydz A" =4 7717
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Service)oll =38t 9t}
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Fe Idl ZeeolE xQuzt AAEE ZF7] fdllde AA TEAEdd
(Supply Chain Management)s 35 ] &afjokdttt. i8] EFFE42E W9
=3 AH|

olgfallof dt= AN o= AT FEAAMTH LnA7L Aok A3
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TP A B AuA W tddel W2 FHEFASTAAMEAN =4

ZeolE AT =FAA MW A bl A A

(2) 954 ZyolE ¥y

53], 190090 Selueel 95a Zelole ZAYs AAWAS A4 49
1 54 zeole TYHsh A AFE Balol we GASe] AEshanh
ko174

0 UEYaE Jnon BEIY L AR Auze] ks

g AN darov TH Tdole Teuel A AFE Aoz
elzat B4 glo] A S Agel AAsA HAT wF Aol Aol wal

ARUE EAZ AAA AREAS Y 2= 2GAE AT AYHE A3

ols 954 ZeolE xfu= AAA FANAEI AA HEAALR A2 H]
Ao 284 2 A FREACR FAHES 717 slom 9 ity Al
& EWE TR} AYqkol o] Fol4 wl A AHigas =oi7ka Atk A
ol=7 ZeolE LYY EL kst Zles SFAHY 17 9AE THHA e
W RAXEA B, JAgE, -8 2 5F MEE 55 Agss AA =
2 Az 7 2 54 sFoe] AIEFAGAN A A dste] S3kd Muls
= Algsta glow SAAY £ SN2 53 A #Hste] T =

Ml 2=E Alsst

£l
30,
S

Ul A wjEd FAES AR AL T Aol 292 d AA 7070
o] el A 50078 o]/l dA Helel A &9 FolH 907/= o] g4 HE
U4e FEatn 9lon Ax ng819e o 160008 A® Hn T u A
of AAES 23 dE vlgelth AUA= AL 1890d 59U Byl Ay
Hom @Al Eabs 2920 fAska ek AlAl 100715 o] kel Al 1,00071 o

Aol @A Welol £ Folvl AA nEANL 63000018 AE HE 20Y B
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FALTIolt, FUNE o] HA7|QQIolE A9ae] BAE E oolfi &
27t el A0 A TR FEALe] wae] Aol ey =9
of Wla) ERAN s FAGE B BAHE o} L wFolth

o 94 ZyoE TAUSL ALALAN A - BEHE &5 U
&%, 23, AtER 52 AFHn HEAoRE SOM 74 ATA EE A4

il
>
o
ol
ol
=
0
o

A&7 (4PL: Fourth Party Logistics)

3) =l ZAF AlE e ZeolE 9T

T IFAF Al ZYolE ¥ AR A2A &/F(2PL: Second Party

Logistics)ol Al AIZFE it} A2k =7k 7190 AbRe] &RFME EE9 A3

NE EYAAN BRBES FASE 4SE D A4 BF FYTEE BF
Adgel wz

7199 AE e A Bk oopel oA g TEE RHAA
EAE 2dE 97 ok HAod= wrIdae] AR BF 71gEel =R
St ok At o] tzsts Fal A4 A3 B (3PL:Third Party Logistics) 71 9
Z A Bed Fu B Sdol #AdE v 9E wEgon BEANAE AF

st gk FU 1A AL TeolE FAYES FF ARYL B
o

r

i
o

dob
o3t
Ol
oL
=
xo

AR, oleld Ful 1gA Ade] Zejol=
2 AN 2 G BAY gt $US Wl £3Y Az 2L ¥
A7t $9e AFs] Zdol TAY o] FYFAL RFD Ak = =
4 meole TYUd Zud 9YL FouA JAT TH ZdolE ZAUE 3
EoARE 23 vk ek o5 Fu AFA Ade Zeele EHH:

4 ZYolE EATER ofyel Ul Y7 o= ZeolE xLuHA A

AP

Al 7
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a8 PEeel AA F58
9g 5H Zeole

=rAT7Io] @A ofop it

Armstrong & Associatest " A4l 3PL7Ie 9= LRI dom

<E 2-5>+ 2014 71+ AA 309 3PL719S vER L it

S YA Z2Y ZyolE ¥yolt}t. = 3PL

Tk 20109 7102 AlA 30t 3PL 7]l $uel S 2029 HEk dEA
Fo10g), 27992 AZst dqAw 20143 7o g2 24999 C] Korea

Express®t #hg]star itk 20101 v =<jel] wjef f-2ihet 3PLO] wj& o] FA

s Aasidvs Ade & 5 At
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3 2-5> AlA 309 3PL 7]1§4(2014 71<)

o e e 191 oh]
(o 22 H 5

1 DHL Supply Chain & Global Forwarding 321.93 -

2 Kuehne + Nagel 232.93 2%
3 DB Schenker Logistics 198.61 62%
4 Nippon Express 179.16 56%
5 C.H.Robinson Worldwide 134.70 42%
6 DSV 86.61 27%
7 CEVA Logistics 78.64 24%
8 SDV Logistics(Bollore¢ Group) 74.83 24%
9 Sinotrans 74.63 23%
10 Panalpina 73.38 23%
11 DACHSER 70.43 22%
12 Expeditors 65.65 20%
13 GEODIS 59.60 19%
14 Hitachi Transport system 59.20 18%
15 Toll Holdings 5822 18%
16 JB.Hunt (JBI, DCS & ICS) 57.99 18%
17 UPS Supply Chain Solutions 57.58 18%
18 GEFCO 53.87 17%
19 Agility 43.00 13%
20 UTi Worldwide 41.80 13%
21 IMPERIAL Logistics 40.80 13%
22 Yusen Logistics 39.45 12%
23 Hellmann Worldwide Logistics 38.00 12%
24 CJ korea express 37.00 11%
25 Hub Group 3571 11%
26 Burris Logistics 35.06 11%
27 Norbert Dentressangle 34.09 11%
28 Schneider Logistics & Dedicated 33.90 10%
29 Damco 32.12 10%
30 Kintetsu World Express 2942 9%

A& Armstrong & Associates, "Top 50 Global 3PL list” 2015 A7 .
(http://www.3plogistics.com)
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Parasuraman Zeithaml and Berry(PZB,1998)¢] A Z}®l Au] A F=28o] FE&
gols F 7P deAQ AAE A Ut} A7)ollA A2 Fdolgt ‘5 An]
WA g oy o #ek Anjxte] Aoz APA FHNE tE

[e]
o
bar g

olr

B @ de'w 4o

Gronroos(1984)9) AW 22 FA& “nale] Azbe A zsh 7]eg Ao w
@ gt Aseha gelsgon, dEy A Aeish duht 943
el AEdn waa e Az o) Fld, 7144 - 15 54,

1

&
ojm A ep e A Wt A lvkal st

)
[>
N
kI
N
(o3

rr

Chatterjee(1993) 5ol 9l&t® Mulx #4L F7 A 7HAZ Ured, u4”
2 HQ, nANE By, agda aAe EFAXZL Aot 1y Aus AL
t}4= o) E2 FAF0l 9la, wMo]l aFEtE AHTE AN Be Qoo &

44
A7) Wzl AwA o FAXze] ol Bol AAH 1 ek

o

Smith and Houston(1988)2 AJH] 2o tjgt 4H]z}o] REZof 5
of g#glom w3t ttH2 ATHE MH|AE AZFsteE Ao wel Fedva

23t} 12)

8) Parasuraman, et al, “A Conceptual Models of Service Quality and Its
Implications for Future Research”, Journal of Marketing, Vol.6 No.l, 1985, p.88.

9) C. Gronroos, "A Service Quality Model and Its Marketing Implication”, European
Journal of Marketing, Vol.18(4), 1984, pp.36-40.

10) C Gronroos, “Evaluating Structural Equation Models with Unobservable and
Measurement Error”, Journal of Marketing Research, Vol.18 No.l 1984, pp.39-50.

11) Chatterjee, et. al “Customer Service The Ket to Customer Satisfaction,
Customer Loyalty and Market Share”, Journal of Business Logistics, Vol.15, No.1, 1993,
pp.1-27.

12) J. H. Smith, et. al, ‘Statistically Based Test for The Number Old Common
Factors”, Journal of Business Logistics, Vol.17, No.5, 1988, p.78.
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aeBR Qe A7 RBE oot A, A3H BuE FozA wAol
ldele Auls 2 BolA HW s EA /A EL Fdo] $49
Aulag AFdYI e nAe A28 Aus FA 22 0EAY &
Fuuh vold el gtk 1 A% & A4E FALEe 7184, 715H FA
o AAHE Aol ohet AdE Auzssk BA Anlzskel Fold] o5 24

o Ae ot 2H<2-2>9 AzE Muls 5l Rl HejFa

xo
=

=1
=

|

\

™

<dd 2-2> X ZE MH|lx

i,

Parasuraman Zeithaml & Berry(1988)2] A+ A3l ostdH AA, Mu|~ &
2 e 7lgief A 7Zpzke] zpololH, EA, 1A gl JEgFS v A= HAH
A 8 A, FAAY, AMAA & F AFYAA

R, Aul A FAS Frkstr] 98l o] ol &t Huv|ES 1d AY <

ol
o
)
k=l
ol
2
S,

s}

(focus group interview)E %3] M|~ FH&
t} o]ld AFZAINE BEYE tgH o] A
ouw I9<2-3> 41 W(GAP)E Y Woletar gy,

=]
S ArtstE 107H4 71EE
H| 2= <

ol
o

é

> >
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32 3 4o

14) A. Parasurman, V. A. Zeithaml and L. L. Berry, "SERVQUAL: A Multiple- Item Scale
for Measuring Consumer Perceptions of Service Quality,” Journal of Retailing,
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AH| 2 RIS R Gap 3

Gap 1 AMH| A S5 AfeE (R
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Gap 2

024 7| djof chet

oz
TR

>
=

EARS| X2}

<3zl 2-3> Gap =¥

D AZ-71d 2% (SERVQUAL)

Parasuranman, Zeithaml, and Berry(1988)19)2] An]2 =2 % 7}1= Oliver(1980)
of WS JidEst Vg BdA BEES 722 gt Al Fd2 2E
SERVQUALS 7ldetadct. o] Auj2E Alg e st A€ A7+
Mol Mu|~F Alg 7] dell 7HAE 7dete] AolE Aoatal vy P A

o4 =49 5 sltka sk

R

4

® 5Q=PS-ES
® SQ =AMl Fd, PS = AZtE Muls 3
3l

=
ES > PS o|¥, SQ+ WEHFaHA] 3 5

Vol.64(Spring), 1988, pp.12-40.

15) A. Parasurman, V. A. Zeithaml, and L. L. Berry, “A conceptual model of service quality
and its implications for future research,” Journal of Marketing, Vol.49, 1985(fall),
pp.41-50.
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® ES =PS olH SQE HEAYE 5
3

® ES < PS olH, SQ= 9]

el B AR e 5 9ov, Y dnEen Ay 26 B wEe

L2 5
Ao Z Mujxs EFEAS =AE= SERVQUAL 233 AHE Aoz Hrlsts
SERVPERF %8o] tl¥doz A4y 9} EAH oz SERVQUALS] AH| A~
Ex =7 wpog wol o]&E 1 glo

9 L 9] st HabAzt Apele] 2
ARE ZH5E WHORA WAL ARG F A Auz FL atol

ARG gAY 2 45 Muls F40

< 3 2-7> SERVQUAL®| 574 A=<

T4 e

rd A = 5 o PR
(Tangibles) =S4 Al g, HJE AH, AFUANA T
21 8 A kel Mul~E FEsHA s+ 7t
(Reliability) AE 7kt 71de] w9

0 % A SZFAR1D A u| 2 Al o] g o

(Responsiveness) & 7t 4%

g Al A 2 i
(Assurance) Aol o euE, A A B Al AEE Fe Ty
T A A el L
(Empathy) A EAQ AN fFE s TH

Z}E ¢ Parasuraman(1988), 71 <3 41(2008)

SERVQUAL> ZA 7|q#H 7t d553 A9y rt FEEZ FAH 9lon A
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Al & el B o] A Az4atel S #Qlety] ffske] Zithel ek 2270 &

Gt A zko] i3 27 Baor FAHo] Utk

2) A ¥ 529 (SERVPERF)

Crone & Taylor(1992)%= w2 #4 H7b8W ¥ SERVPERF7F 443
A7keh Awls FA, aAvs, dejolmete] AAE Bl Ao Aol M
2 FAL Bl oe AdEtEa s ojof stu] Azvto Rk §r7t 7he st
thal F43ch SERVQUALS A4 gojol izt Exleh 714l dhsh A
E Al7akv] 4354 A<l SERVPERFE Aul2 F4 54

skl oy, SERVPERF @& SERVQUALY| H]3] 317 &

& 71 @ol g7l Wl Al BtshE slol VEdE £ ¢ ke

el gk,

H

SERVPERF =Zg9| Mul~Ed H7F 54 &5 SERVQUALS %—ng‘;}%ﬂr
Fdsint. Ty 7P 2 A7
tate] o] 4x7F 7FAm Qi J)u) Aujask 2 7F AH|AE wrEA o
z0]31 SERVPERFE= 7|tif-2ell theh ZA & A9t o] &7t Auj=g e

ol F A3k Mu|zo] ok FAHRE AAskE Aot

Crone & Taylor(1992)+= 254 A7olA SERVQUALS A7-tlde] ® 47] A

A, AHFHA, AL, H2EFE)F 27H Al Aet AgetAl e o
SERVPERF: 47 2Flo]A] % Ags 3 9]
HEE ¢ =4 ygoermz SERVPERFY $FA4S dFdgon 7]E9
SERVQUAL# SERVPERFe| AMu|2=%Fd ZAFE] Favs wsto] B743 7t
% SERVQUAL¥ 7} SERVPERFE AIAE ¥ 7% SERVQUALR U= 7H5
SERVPERF7} €3¢k Wgolefar F7st i),

16) #5, “SERVPERFR7IEYS o]§3 =M Al F4 7t 33k A7 @ gdAkd



SERVQUAL = Au] 2o gk A7} - Au]2of tjgk 7|
SERVPERF = A u]2of tfgh =]zt
WSERVQUAL = &&5¥ T % * (A7} - 7|d])
WSERVPERF = &&59 FQ5% * %7}

e d7EE AERAHAToAM  AHaids =
Choong(1997)2 A1=4d3 344 AdS A F34, 84, &4 74
Bl

A3 gho] SERVQUALK. Y SERVPERF®] Al =71 &4

Hir

3l 3tk SERVQUAL &3 SERVPERE R&$& Hlwshd ths&o < % 2-8>
3} 2

< 3% 2-8> SERVQUAL E3&3¥ SERVPERF X3 °] #Hlal

T = SERVQUAL =& SERVPERF .3
Parasuraman, Zeithaml )
Al ek} o Cronin & Taylor
erry
wee] 4 CESIL 43}
FRA A _
3 =z) 3}

{EEEE P LT
%49 A4 570 A9l 225% 57 Ah9l 225%

A& ¢ ] J Cronin & S. A. Taylor, “SERVPERF Versus SERVQUAL: Reconciling
Performance-Based and Perceptions-Minus-Expectations Measurement of Service
Quality”, Journal of marketing, Vol.58, No.l, 1994

i

Sl EARE TR, F) A

1, 2006, pp.23-26.
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HEEFA 2 S 2hgol o] FojAaL 9l= Afolel A
Abslan 2njETh o] A Akl e g ARk} 2nle] dadk Azto]l T
of 3tk A& ofuletH ol MH| =) SAQN Bl eyt el vt

2) A7IMn|aoh N7 qE A LAl SRS A SHEA G o

gk Aok drke Aolnh TeRR WALldE B
2 ANAY BRAT AES 9T 5 QU Ak ol Fash R wE

o el TAE Mulxo) 5490 28N dde] 3l
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o

3) FiAME 2z ¢ oAl BFEEAR 2 F o] dEe FiHA Ol%ovm
A

17) A3k, “sleAnx F4e] Jrirgel] w3k vudy”, TAGAAAT, , A3, 63,
2000, pp.491-492.
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Aol U APATE EUZ ZYolE YN H8E F 9
S olr uA g}

rr

ST
=2 24e4

Tebay(19919% 81577 £5592 Frhehe /1Fo2 Aus ¥4, 999 9
94, KA B4, Au2FA AWAL oAz FEHL o F Auls

-
w2 FAoRE AN, AET AFAY R e SR d9siiith

Brown(1980)0& Aul2 EA% se7]lel A4 BAATAA A2
FAL OTR FERRANN A0 BF FB A4 T GFE v
o UG A9 87 v gl o

golet sgom FA9 F52

27 9 olg bsE 28 gl Sel vk

S-gupgtol A= Al13HA1991)200] SERVQUALS o] g3le] ZyolE ¥t
2R Eokdl ATIAL sl AdARe] F A dEf HATEH

H(19%)2% A H =9 FA4AZbe] #3t AFE Fal HeAn Y FHE T
A7 53 FHY|ToR FAlstel AA - 2AA(Timeliness - Completeness),

A (Safety), 2124 (Reliability), 434 (Conformability) &2 3}etstSit). o] & sk
TAIE ok TVHAE Ay F AUk

19) M. Tebay, “Mercer Management Consulting”, Transportation in Sandra Worthington, “A
Much Maligned Industry”, Internodal Asia, 1993(October), pp.7-13.

20) D. G. Brown, “Freight Service Quality and Carrier Economics”, Journal of the
Transportation Research Forum, Vol.30, No.l, 1989, p.217.
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