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Abstract

A Study on the Effects of the Customer Response on
Choosing Carrier by Freight Forwarder.

Hwang, Tae-San.

Department of Shipping and Port Logistcs.
Graduate School of Marine Finance & Logistics.

Korea Maritime and Ocean University.

Since the economic crisis originated from the US of 2008, shipping
business hasn’ t been regaining from long-term depression and all the

shipowners have been trying to change organizational environment.

It is time to try to get the differential advantage at shipping market through
checking and analyzing the factor that makes choose various shipping
enterprises, although operating shipping enterprise is in more difficult situation

than in the past especially due to decline in real economy.

In this Study, I’ d like to consider following two things as subject of study to
do research how the factor for choosing break-bulk cargo carrier by freight

forwarder have effects on customer response.

First, I want to investigate the concept of factors for choosing clearly by

considering preceding research.
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Second, I want to investigate how the factors for choosing have fffects on
customer response and shipping company’ s confidence, while offering

shipping service.

Enfin, it one of the most important factors for successful operation to

establish long-term relationship based on confidence with customers.

Therefore, we have to realize the environmental change of shipping
companies and don’ t hesitate to use marketing strategy according to

establishing long-term directed customer relationship.

KEY WORDS: Freight Forwarder; Choosing Carrier; &4¢1 A& @21, n74Al 7,
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(GENERAL CARGO)E FEHATLY ZAHZA &2 FEHE 5T stEo] o
o7 ME AAY o] AAFH &FE AF oF HAsEolg T} F,
A7 Badez ukE Ay 2—% W Aol 2AHA e FHE HAF
(HOLD)ell A A= o] 5= B¢ &

dEo] Bl & 3= EXHHO% e % o] YwsEolgla i)

E o
o] fﬂ—t— A= Aok HHoUu dH Ed 3}
A= A o]E GYFE(UNIT LOADS OF GENERAL CARGO)©
FET o8 T/ gHksEo] X8 4% ©]E& BREAK BULK 3}&o
sty ZIAR, =8, dAskE Fol oldl &3

ES
k]
2}

]
]

<E 2-6> ddstEe] =7

Q1+ 3}-2(GENERAL CARGO)

S EEEE-

= 9 3l (BULK CARGO)

(UNIT LOAD) BREAK BULK

Ass E.G. BAGGED | E.G. MACHINERY | E.G. LOOSE

(BRYEC ARGO) RICE IN WHOLE | PARTS IN CREATS | GRAIN N
LOAD AND BOXES HOLDS

ol A 3} & E.G. WHOLE | E.G. PART LOADS | E.G. CRUDE OIL

(LIQUID| LOAD OF OIL IN| OF WINE IN | IN TANK

CARGO) DRUMS CASES VESSELS5

A= : ESCAP, Use of Maritime Transport, ST/ESCAP/516.

9) FET, TAFEE olal, , PAk HEERAL 2007.
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Sehtete] F2W sl4EEe WMUIE seEde WWEW AA o
608.786HE F uEd Eold, AAFO(F 126817HEIE A5,
HAH oY S8 of 4819698 ETI%0lE AXAL Ytk & WA
o sRel HFol AP AS & & Atk g PUe] FHW

A s E 519 dFo|uhld

10) AA s kA,

[e]
T =
1D Aol @2 FUEREe, (G, A, 2015,

O
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<FE 2-7> yzete] #5489/ st

-

B9 HE

T = 2008 2009 2010 2011 2012 2013 2014

< Al 646,772 | 462,843 | 532,166 | 579,837 | 582,999 | 580,675 | 608,786

& = 12,258 | 11,938 | 13,870 | 12,416 | 12,453 | 12,287 | 13,077

& 3] 2,045 1,541 1,352 1,183 1,247 1,169 1,148
H] 5 1,335 1,247 1,240 1,353 1,383 1,265 870
T 48 5,930 4,876 4,923 5,022 5,762 5,835 5,391
! 3 1,645 1,466 1,662 1,543 1,508 1,724 1,669
g = 2,737 2,389 2,881 2,840 3,082 3,343 3,349
ZF M R 72,065 | 61,247 | 72,806 | 75,993 | 75,747 | 72,540 | 76,559
fr e 109,916 | 112,538 | 126,584 | 138,832 | 140,619 | 130,518 | 135,149
A 2,312 4,650 | 14,567 | 25,669 | 23,393 | 32,158 | 40,465
el = 4,152 3,764 3,502 3,548 3,339 3,787 3,621
gz 3 3,795 2,786 3,496 3,311 2,989 3,191 2,968
al Z 5,267 6,580 5,893 6,964 8,171 8,073 6,951

= Al 57,344 | 50,672 | 60,712 | 64,484 | 65,638 | 959,509 | 62,573

71 A 1,086 1,096 1,070 2,159 1,938 2,122 3,149
g Ab = 896 725 846 872 841 866 796
*ZEolH 133,231 | 89,341 | 91,514 | 95,482 | 93,289 | 96,823 | 105,619

2t & = 34,469 | 30,714 | 38,868 | 46,486 | 49,446 | 50,336 | 52,313

AEsh= 18,405 | 20,437 | 23,517 | 26,826 | 27,391 | 27,368 | 24,015

*AA k= | 128,847 | 16,506 | 18,400 | 18,921 | 20,152 | 21,209 | 20,402

71 ekt 3t 49,037 | 38,330 | 44,463 | 46,333 | 44,611 | 46,552 | 48,702

7% 3.2 N28.4 15.0 9.0 0.5 204 4.8

A T 100.0 71.6 82.3 89.7 90.1 89.8 94.1

A2 APl At E R, st ad], AL, 2015
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2. e ale HAYA+

SJ tHKotler,

2=
T

Bowen & Makens, 1996).

g4

ST, B

A

tH(Burton & Babin, 1989; Engel, 1993; Howard & Sheth, 1969; Kotleret al.,

1996).
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FolZb RAAAI R,z H o] v Ad ol A
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AEHQA anAtd s ATSE ‘ol ol Fe Al aulA o 23S gt
of &mlARe] AAHR PFFE e =HsFT T Anlxe A
A A olghs 4ol A wEh AwATE m7s A @ A5h
gurs) WY QITHETY, 2006).19

AT anARE ATASe ATt ande] Fojd o] v e
4TS dvke AL ALHsE L doh WEH FHEE AFER 2T BF

o] QIAZA gllejv AAA Il o AAHTT B (Oliver, 198
020 1980dth o] %, ZAHA wkgo] &fsf mko] AAATE Al (Westbrook
and Oliver, 1991)2D¢} A=A a3 A Qe ZAgtd os)] ¥iZo] 2
AHt= AF7F AT

83 W ArE aASFAHE = 238 -F(switching behavior)#} 2+

=] < al., 2001)22. &, An|xte] A=A
kS0 pujolwole ZHZQ AAB/AL ew(Donovan et al,1994) E3],
AnBjzte] A @Rlo] IAREE, AFHYE, FHYE o &H|[A PFl
FEs %

7102 ¥r3] F tHZelenberg and Pieters, 2004)23)

N
£
]
S,
D
=
@

19) 20|, “dlzE A0 Auls AzkeEe] ofe a7
ol MR G, QAT ARSI R, 2006,

, AAH bl Muls AR 9

20) Oliver, Richard L. (1980), "A Cognitive Model of the Antecedents and Consequences of
Satisfaction Decisions,” Journal of Marketing Research, 17 (September), 46-49

21) Westbrook Robert A. and Richard L. Oliver (1991), "The Dimensionality of Consumption
Emotion Patterns and Consumer Satisfaction,” Journal of Consumer Research, 18 84-91.

22) Dolan R], Morris JS, de Gelder B (2001) Crossmodal binding of fear in voice and face.
Proc Natl Acad Sci U S A 93:10006 - 10010.

23) Zeelenberg, M., & Pieters, R., (2004). Beyond valence in customer dissatisfaction: A
review and new findings on behavioral responses to regret and disappointment in failed
services. Journal of Business Research 57(4), 445-455.
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BRIl AFsE BRI BE Fdol $5% W wANS, F 1
So MEEE Z71% glolw, AN BRHIY e AdBAL HS EX
2 4 e Aolth Al vAY RBopl A TANSE WEE nAFHE

Z 2A dFe MAs 89 ke stuE A4 HA AT

AFAHNE QI &A¥AE PFof #AF 7] AFELS JHU Es dHY
E olgx EAMaignan and Lukas, 199724; Swaminathan et al, 199
92) 5 Avar FujoA AAR A GAEE AEYlo] AM|AL PFof| mX|=
FFS AR dF(McGaughey and Mason, 199820)5S £ 4 Sth

el P ATAEe] #AE FHSEU AEAE AREL 1zard(1997),
Plutchik(1980), MehrabianandRusel(1974)2] o} %21

3t 9tk o9 dAFE= AETAH AAHE A5t JEH Ao AE B
S 2RYH fEdta A

SHH, ANALe] A A HESS AT BN AF F A A 7 2o
AAe w3y 9gJ= AL Mehrabian - and Reusel(1974)272] PAD(Pleasure,

Arousal, Dominance) =g o2, ol A gk A3t A A Hr-go U
AFstA=d vAIE A= (stimulus)e] EFdel wE A A HbgS Hrish
A8 F2 AgE o]t Mehrabianand Rusell(1974)0] w2 3+ o)

(
==

rr

24) Maignan, I; Lukas, B. (1997). Affairs, Vol. 31, No. 2, pp. 346-371 “The
Nature and Social Uses of the Internet: a Qualitative Investigation” , Journal of
Consumer

25) Swaminathan, V., Lepkowska-White, E. and Rao, B. P., “Browsers or Buyers in
Cyberspace? An Investigation of Factors Influencing Electronic Exchange,” Journal of
Computer-Mediated Communication, Vol. 5 No. 2, 1999.

26) McGaughey, R. and Mason, K. (1998). The Internet as a marketing tool. Journal of
Marketing Theory and Practice, 6(3), 1-11.

27) Mehrabian, Albert and James Russell (1974), An Approach to Environmental
Psychology, Cambridge, Mass.: MIT Press.
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28) Bradburn N.M.(1969). The Structure of Psychological Well-being. Chicago: Aldine.
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17(3), 2002, pp..55-91.
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(Ambler, 1997)30 Kumar(1996)3V= A7} A v]|2ulAIE| A F83 94
2 g3t FAsta ok AlE e o7 SHREEREH 47 & dxRelA
zHE o Whitener(1998)30= AlFE ZgARow AHolsto 3709 T4
89S ZhEgty Hgtom 1 W& oLy g2

AR, AFE e FAAIL HelFHoE YFT A
weste, B4, FALES oldd Ade FaFHAL BA
ws) slje] BAgH) B AFL Astelol ATh, AA, JHE e

| e o) &2 WESEE ot @ Ade] Ade e Agte @
. AgE 2] 37WAE AL, fAEY Faw
Je)s} Zobit BhAIE Bkl At ge] AL s
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>
o o of T
b >

ofy
ko

AulzmtAE oA o HIE 289 " ofF WAEA e AHas
AA F FATE ofEHS 1ol A A = dolrth webA Al o
Aot ted ge v A WFE FES 5 T

R
2

AR, We oA Az Argel ojEdHE o=,

SAl, weel washs Aol B9lel s tE el Wasitu

e
[

AR, el

2 Qste A,

_o|£
rlr
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30) Tim Ambler, “How Much of Brand Equity is Explained by Trust?”, Management
Decision, Vol. 35 Iss: 4, 1997, pp.283~292.

31) S. Kumar., A. Rzhetsky, “Evolutionary Relationships of Eukaryotic Kingdoms®, J Mole
Vol 42, 1996, pp.183~193,

32) Whitener.EM, Trust in leadership: A Multi-Level Review and Integration, 1998.
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Chaudhuri®} Holbrook(2001)332 Bz 2IEe} HAél=o] ojgk 7HHo] H
A Ao FFS A, o]Ro] Ful %(purchase Loyalty)$} Ej%=Z]
¢l =4 =(Attitudinal Loyalty)ell <

ok
o
=)
o
L oy
k1
i
o,
ob
k1
X0
u)

(1) Doney & Cannone] A3 A+

Doney & Cannon(1997)39-& =2 3te] A& Ao s A

ol
)
X
2
L2 W

g Ad FWY 229 GFEG B RGA FEoE PR M P4
GFL MAE QxS FASA, YT AL FEY A7 242 Fohe} vl
FEA G MAE JFe ANSE DA A= FFAYe) I Tl

o Mg FAMoR Qe WAL HEA, B A4, Ao AF
Ml wode] tia Fulzlgle] A FHH FFe MAGE AL A=
shsich

of g Tulride] Aot TH7IAA tek Fujride] Al

=
MZTAARJ] &S A= Aoz g3,

rr

(2) Morgan & Hunt399] 1=, & o|&
AFe} EYS AFHoRE F Je ATEE Morgand} Hunt(199D)E £
T AT olEo] FAsE =Y-AF |24 BAVARES et A
Al

2 A S olaftr] Y3 7}

33) Arjun Chaudhuri&Morris B. Holbrook; The Chain of Effects from Brand Trust and
Brand Affect to Brand Performance: The Role of Brand Loyalty 2001.

34) Doney & Cannon(1997), Toward A Trustful B to B Relationship, 1997.

35) Robert M. Morgan & Sheldy D. Hunt, The Commitment-Trust Theory of Relationship
Marketing, 1994.
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Anderson& Narus(1990)36)= <]zt Ao FoAHS Fof AFHE A3
Ko AE7E RS Abelol

= AFEA gReg2A FY, FAHAY, %,
T84S E3 A

18]ar Moorman, Zaltman& Deshpande(1992)30+ Al#E s =&
A wFEV tiste] o Edte & A g AT

>

T3 McAllister(1995)3%®)+= 1=z ‘ool = 8lF I8 oAZEAS
D3 IR A% qF slejs A%’ gal FojE Rt

Rousseau(1998)392 Al ths] “‘B& AlFe oj%u} 5o gk 34834
ol 7ltho] ZA3dd A& Hs|S ¢80 = o =(ntentionE A
B Agd A 2t Aesta it

Cummings & Bromiliey(1996)= AlZ| & © T-& Zi<dolv Feko] H=gt
GEZHQ oW oo uro] PFatEa 4 1

o A ol A sa 737t e A
o A A

36) J.C Anderson & J.A Narus, A Model of Distributor Firm and Manufacturer Firm
Working Partnerships, 1990.

37) Christine Moorman, Gerald Zaltman, and Rohit Deshpande, ; The Authors Investigate the
Role of Trust Between Knowledge Users and Knowledge Providers. 1992

38) Daniel J. McAllister, Affect-and Congnition-Based Trust as Foundations for Interpersonal
Cooperation in Organizations, 1995.

39) Rousseau et al. Trust is Based on Interpersonal Interdependence, 1998.
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Doney and Cannon(1997)= ¥t BIEZ AFEE HA;ATT} o|n] AlF o)A
AREE O] g = Ytk FFo] A A & e d#d &S FEdt
= AR &5 XFT BAETE AF A AA EAAMY S dvkeE Lol

3 Aot

A WAL Eas BUo] trostol A H RH QAThOmEEA kel A
AR e SR ofulso] Aol Ao yzsol i, e AdEe &
8o 42 oEgE Utk NHE £3 FEY EEE0] AEHL Yk =
A7 FF Y5 FEAAE AW, WEol Aol Al B 4Re =4
o2 a7 et Hold Age WEo axae ohrha

w3l Kee and Knox(1970)42)7} AAZP=o| HF dlnt Ao Az

EogEolY A4 W9 g FEel ;A oAe B ol4H Al
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40) R. B. Shaw, Trust in the Balance, San Francisco: Jossey-Bass Publishers, 1997.

41) R. C. Mayer, J. H. Davis and F. D. Schoorman, "An Integrative Model of Organizational
Trust”, Academy of Management Review, Vol.20, 1995, pp.709-734.

42) H. W. Kee and R. E. Knox, "Conceptual and Methodological Considerations in the Study
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