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Abstract

An Empirical Study on Influence of the Service Quality and
Relationship Quality of Port Logistics on Customer's Satisfaction ,

Trust and Loyalties in China : Focused on Qingdao Port of China

Song, Xiaoming

Department of Shipping Management
The Graduate School of

Korea Maritime and Ocean University

Recently, with the development of international tade, the environment
of shipping and ports had tremendous changes. We have seen the
increasing shipping volume dirven by the fast growth of China’s
economy, which results in fierce competition among the ports of this
area. Great attention has been shown to the question of a port
competitiveness. Port competitiveness has been defined in various
aspects, we regard customer loyalty as port competitivenessin this
study. From the perpective of port marketing, we find it is of
significance that the full understading of shipping carrier's satisfaction,
trust and loyalty towards ports will be important to enhance the
competitiveness of the ports and avoid the unhealthy competition

among them.

From the literature review and the status quo of port logistics
service industry, we find both the service quality and relationship
quality have become the main strategy for all the ports in the world
to enhance their competitiveness under the environment of global fierce

competition. Under the theme of customer loyalty in the port logistics
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industry and its influencing factors like service quality and relationship
quality, the paper intends to explore how customer satisfaction is
impacted by service and relationship quality of port logistics industry,
how customer trust is impacted by customer satisfaction, and finally
how customer loyalty i1s impacted by customer satisfaction and
customer trust. Five research hypotheses have been made under the

above framework.

The study i1s based on servey aproach, and the major container
shipping carriers and shipping agencies at port of Qingdao with the
land offices are the targets of questionnaire. Tooled by calculating
software SPSS 21.0, the effective data were analyzed by basic

statistical analysis, factor analysis and regression analysis.

Through empirical analysis of this study, the main conclusions

drawn are as follows.

1. Service quality ~of port logistics has great influence on the
customer satisfaction. The service quality is consisted of
technological quality, functional quality and physical conditions, in
which, only functional quality has positive correlation with
customer satisfaction, while the technological quality and physical
conditions have less correlation. It is proved that port enterprises
should strengthen the functional quality so as to increase the

customer satisfaction with the ports.

2. Port relationship quality has great influence on the customer
satisfaction. Port relationship quality is consisted of personalized
service, Information sharing, and relation continuity, in which
personalized service and relationship continuity have positive
correlation with the perceived value of the customer, while
information sharing has no correlation. The study indicates that
port enterprises should strengthen the personalized service and

relationship continuity so as to increase the customer satisfaction.
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3. Customer satisfaction, customer trust have an important impact on
customer loyalty. Among them, customer satisfaction has direct
correlation with customer loyalty, and indirectly correlated through

customer trust.
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izl MRlaFEL EAAS A UHA 23e 7 29 E § 9
AALAG gt AR Flste FEA A4S Al 7HAL k(o] #
A, AFY, AAY 1996; Rust & Zahorik 1993; Zeithaml, Berry &
Parasuraman 1996). ©] wj&o] Au]2~ AYE 71 d&o] 7|&uny} #A)
A Zbell ofgA EetA=AE =9 sfofof vk EIF FE AT FHEY
7h AAZEFAY A3Ed T #AdS ° ZHAoF sk AL FolTE JdEE
= Egetolof vt AL FHAHIAEE Fujaet Al A 22 W
fo® A=Y EA 5 AT AFS M A B A4e FE

Z4ol e WES BH A8 o] FEHA

LAz E4e) Y 2% 54

D Arlzx 49 A4

#d(quality)olgh= &0l haket AFabs Abolol A Fa35HAl 145 of
gl o] &Ha IANE ol thE e Aol wel e ArEAdl w
g} T2 A AAHa Aot & FE2 AdiAelA ddiAl AL ofywn wzt
A oold gdd EA BE oA A&E T (e Aotk gy A
H 2~ a1ro] 54 (84, oA, vlde el 7|Qlete] AMuj~o FHE o]
ate AS L oy} Sasser, Olsen, & Wycoff(1978)= AH] A~ F3&
=4 FE, AHlFE, A F5Y Al A B8 Ao m AASSIT o=
AMuj 2 Fdo] g Adnts e Zlo] ofyet Muj27t Al s =
Holl #3 AL tF+= Z ot} Lehtinen & Lehtinen(1982)& AH| 2~ #3
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w5t o LY 0

2| A= - HWE AT 22
2 FEEE A A - DAZE

A= Gronroos, C., "A Service Quality Model and its Marketing Implications,”
European Journal of Marketing, Vol.18, 1984, No.4.

Parasuraman, Zeithaml, & Berry(1985)% AH] 2~ E=4S& “m7o] ukS 7 o]
gta Zldske AHze] Frok AAFeow FelE Aquzo] HIE vy
Uetts Zol"= Aotk &, A8 7t n| 2k A kA H| A7k A A
A E2 Aol 2A MulaFA-E Aokl Jdth PZBE AlH]
= o] AFFAS Brtste AuT oge ddd FH5t, 1 olfE F
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w2 AWE 5 Aok o714 o gobr} Lewis(1989)% A
Ao nAe §70 Rgatolof stu, /1&H oz AHol glojob o
A%How FA fAH S} At odd FAT AAHI] 95l Auz A

s AFAG HAR BAE AAT 5 e sEe 2

Folof sta mAe &to] dukd FFEo)A FAES ddse AHA7A

Zeithaml(1988)& A\7bel Avl2 E29] Ade Avulze A4 $94
of og mAe WrHT Aelaua Aulzs Ede 4AL thewt 2ol
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Parasuraman(1991) A0 2~ 3%
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aAe] it uAe] 7l gk ol Ape] Q1A ] Aol @ A el Tl
e Aefake] A3 Au|a FA ARG Aol @ Mujx Fd ARFR A
A FFE Mu 28] zto], @ 3 Au| 2o} An] 2ol gk A 715
U Aol Aol zfolo] 7)geletal 7]Esta

Bolton & Drew(1991)&= PZB(1985)e ol&l A|A € Au]~ F2 239 7]
Fe EUE sto] uAo Mujs FA A2 7HA] Foe #gk o
& AT Bolton & Drewe] thebAl Edexe] Az F4 7}
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Hl 2 F4, 54, A B4, A3 71d), BdA SOl gaiAe FA A
ARl F49] NS A8t ths <G 3-1>3 Zo] A Ast

<E 3-1> Auja FEe] T A

A7 4]
Sasser, Olsen, & | A| 7522 ol Al Algw WA H] 3} kA4 A<
Wycoff(1978) T
Lehtinen & 3% A(process quality) ) 2HF2 (output quality) = o] 4] S
Lehtinen(1982) | = 7l'd 3}
Lewis & ANi¥ Aujz g3 148 7geke] dAd AFE A=
Booms(1983) k=

A= 3T 2~ 3T

Gronroos(1984) g%z J_f 7%(21(1};&(31;1:}1 qlftl;y;)gil g Eoi] S i] (ticg?lgal quﬁhty)i
Parasuraman,
Zeithaml, & M|z 71do] Al afof Shrhal AR|Ab 7t AZshe Mu] ek A
Berry(1985) A= FE M|z BpAgat Aol it x| ztate] Zfo]
Bolton & | Bk AR A o AR F AARFE A Y2 AH| A F
Drew(1991) 2ol gk A 243 Ao AMujs FH g

2) vl Fdel 54

(1) 7Ha3 F43 A" F4
AgHoz We sIAE2 AuaFdE ARAF FZ 3 (objective quality)
Z2n) &bl Al A Zkgl F3A E A (subjective quality)?] EA4S AYx drin
stk E3F Holbrook & Corfman(1985) o] ¢} #H#sle] ‘AH|AEL 8z}
4" FAogte Ads ol&skA Fewra A ZIAE #4
(mechanistic quality)® ¢17+4 %2 (humanistic quality)©]

4 2=
sttt 5, 7IAA FAE AbEoly Aol ARARl Moy 5 SE S
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PZB(1985)2 AHl~ FAL 7ok 89 nluoly AMujx FH o Hrbe
A obyg MH| A A Z2A A0 Hlo A o] FoAH E3F| AH|A
AsApek AT AFAgo]l FER I oA FaAHo ok kL Tt
Groonroos(1982)ol 2J&}tH AH] 2 3

=
olm Aul 2 ATBEA dolNE FAIL 59
(o3

FA2 3ol o8 24& dS AVt #F ez wWoyd
I AA7 op S, AFWES o] MuAz votae A

%é‘Ol e oz uAd o]dyE = Hgs o vt

(3) 71dle} A zhe] Aol
AUl 2~ 24 Hubo Qo] 1o
7]t (expectation) 9} 7ol AAZ A

Hlaste] nAEL Mula F4E QA EA Pk a8 2R o]Yd AL &

AU 2g AW A A3 gl
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3 U A5 Fdl Oliverd WA oz WA 7Idsess At 43
s AdA F F A FESSASts WS AlRbsiithDodds &
Monroe(1985)2 F4& A#A F43 Fa44 FHAE A3, Holbrook
& Corfman(1985)2 Mechanistic quality(7] A4 3 2)3} Humanistic quality
(174 F2)el thato] =3t3l

7V RS w2y Fo syl SERVQUAL X3 Parasuraman,
Zeithami & Berry(1988)7F X astdek ]2 F4o AAHAH S A
(Reliability), 2% 4 (Responsiveness), & 74 (Empathy), 414 (Assurance),
@73 (Tangibles)s 57H# 28] ket 7[ejzbe) Zpolo ola] ZAA vt
e, T4 HAEAE ol fsto] ZlHsEd AAdsEs FAd SAGAT
HHH Cronin & Taylor(1992) 149& PZB9 53¢ 227} &% =
& 5743 SERVPERF E@& Al<tskieh of + Eds gl o2 Aux
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of & 423 SERVPERF EE2 47) Zofelld E5F 28 71533l
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b 4% Aoz delA 9tk Gronroos(1984, 1988)159% AH|~ FH S 1
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13) L. Richard Oliver and S. Wayne DeSarbo, “Response Determinants in Satisfaction
Judgments.” Journal of Consumer Research, Vol.14, No.4, 1988 pp.495-507.

14) J. Joseph Cronin & A. Steven Taylor, “Measuring Service Quality: A
Reexamination and Extension,” Journal of Marketing, Vol.56, No.3, 1992, pp.56-683.

15) Christian Gronroos, “A Service Quality Model and its Marketing Implications”,
European Journal of Marketing, Vol.18, No.4, 1984, pp.36-44,

16) Christian Gronroos, “Service Quality: The Six Criteria of Good Perceived Service
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AQtstH, A& AREA, A2 JAFH, F4S AL F840 ¥4y

A AElA AP wjFo® A4SEITE  McAlexander  $£](1994)22),
McDougall £](1994)23) Brady & Cronin(2001)24), o]{+A]-0]5%3(2001)25%

Quality,” The El Paso business review, Vol.9, No.3, 1988, pp.10-13.

17) A. Parasuraman, A. Valarie Zeithaml, & L. Leonard Berry, “Reassessment of
Expectationsas A  Comparison Standard in  Measuring Service Quality :
Implications for Further Research”, Joumal of Marketing, Vol.58, 1994, pp.111-124.

18) A. Valarie Zeithamal, L. Leonard Berry, & A. Parasuraman, “The Behavioral
Consequences of Service Quality”, Journal of Marketing, Vol.60, No.2, 199,
pp.31-46.

19) A. Parasuraman, A.Valarie Zeithamal & Lenardl. Berry, “Alternative Scales for
Measuring Service Quality: A Comparative Assessment Based Psychometric and
Diagnostic Criteria”, Journal of Retailing, Vol.70, No.3, 1994, pp.201-230.

20) Sylvie Llosa, Jean-Louis Chandon and Chiara Orsingher, “An Empirical Study of
SERVQUAL'’s Dimensionality,” The Service Industries Journal, Vol.18 No.2, 1998,
pp.16-44.

21) D. Richard Michael, W. Arthur Allaway, "Service quality attributes and choice
behaviour”, Journal of Services Marketing, Vol.7, No.1, 1993, pp.59-68.

22) H. James McAlexander, O. Dennis Kaldenburg and F. Harold Koenig, "Service
Quality Measurement - Examination of dental practices sheds more light on the
relationships between service quality, satisfaction, and purchase intentions in a
health care setting”, Journal of Health Care Marketing Fall, Vol.14, No.3, 1994,
pp.34-40.
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23) H. G. Gordon McDougall and J. Levesque Terrence, “A Revised View of Service
Quality Dimensions An Empirical Investigation,” Journal of Professional Services
Marketing, Vol.11, No.1, 1994, pp.189-210.

24) K. Michael Brady & J. Joseph Cronin, “Some New Thoughts on Conceptualizing
Perceived Service Quality: A Hierarchical Approach,” Journal of Marketing,
Vol.65, 2001, pp.34-49.

25) o|frAl-ol=q, "ARl 2~ FA] 47 v gl gk AjaE: KS-SQI 239 7
3 A" TupAg AT A16A AlE, S=vAI"Es] 2001, 3, pp.1-26.

26) Christian Gronroos, “A Service Quality Model and its Marketing Implication,”
European Journal of Marketing, Vol.18, No.4, 1984, pp.36-44.

27) A. Pratibha Dabholkar, I. Dayle Thorpe, O. Joseph Rentz, “A Measure of Service
Quality for Retail Stores: Scale Development and Validation”, Journal of the
Academy of Marketing Science, Winter, Vol.24, No.1, 199, pp.3-16.
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28) Samart Powpaka, “The Role of Outcome Quality as a Determinant of Overall
Service Quality in Different Categories of Services Industries: An Empirical
Investigation,” Journal of Services Marketing, Vol.10, No.2, 1996, pp.5-25.
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2. A=l B3k =9

Mul s Az Algapel o] &k 7 Aol A A agho] o] FolX]
= SAS ez f3 A v& diH o @A AdFHel o #
ARdel g3 A (rushal & 5= vk 3 o]k A= BAAFH

o] A& AMujx AbgJellA ®Th FadtA thFolxek & Aot o]

A4
ek ad das e =2 ﬁdolﬁ}(@ A7, Bradd, ol&qf, o]l 2004). =
A

]
Al 7]+ (alleviates the fear)ﬂElM w"r (a type of expectation)o]gtar & &= 9l

tHGulati 1995).

i
I

Doney and Cannon(1997) 7]&9] &dAEE T3 4ot 7l 7+ A
2o FEs FIANE F e Al 7HA dAA ZeAAE Absta St
HA, AAA Z2 M 2 (caleulative process)Z 7 Qlojyf 222 Algeh#] g
ez Frstn Jde o2 A gs 8 &(costs)olvt HA
(rewards)s 7AlAtste]  @esitht=  Aojtt. 7 HMA= ddd ZEAX
A WS g AR B E A FAAY] F
e dAd & A= Tl & W rhesite Aotk olelgk =g w
2 AF s gE Ao Aoy Aol Wi HrtE a5tr] vl
& AR OE Ao ALY &l Wi AEE REEA] JHA 2
olojof dht} MM AlE o @ 2 A A (capability process)E UEREH o] #
g AR AF Y Fo AR AE(eredibility)o] 2 A& %E Ao
24 Ad el A7) & 243 FIAZ o BT bl wAe 9
T

=A<l ZZ A2 (intentionality process)E Zetth AF = o2 Aol 57

u

N

)
N

2

of sl slastAY H7red W JefuA ek oy e B A A GAAE
el ol AE S dAste] wielvE AAgrt of 7] A Ao 9
% (benevolent intentions)oll st F&& Fa & A A= ARG TH
S TRt EAA 7= ol FhHe HHS ¢ FAATE e fEY

ZAol} ZEE ek & oldshe A% sbsehA Bk vhA, o] Zz )
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2 (transference process)E 5 4 Utk ol A AUy JIAAHES Hrls)
71 s Al gl Wiek Al 32k AE s dopHiE AE Dot ol
st BHAA = A7 3 FAYL A (proof source)dll A AHA AEHo] HAL
ofo Q= thE Ao E ojdd g dues AMEE AAE Fa ok ol g
A 7HA AEFEEZRAAE Al BARARE R AP A e sEE S
HafFa doka 55 Tk

T

T3k Ao #t AT Fas 55 eI 2 F A AMEH HE
o8 UFo B F AUds A 2 r/Hl\/Ioormeurl etal.1993). A A, #A-HLore 4T
AFELS AFEE A FARARS] AEA (expertise), E o2 $H(reliability) =&
o] =4 (intentionality)oll 7]13h= w3k FFEY ] Al F & vkEH(trustworthiness),

= (belief), 21-8(confidence), %=+= 7|dl(expectation) = H.i1 AlZd djgt

A olt}, Al <o&%+= Holel Morgan and Hunt(1994)
wg gEY] W52 8 reliability) ¥ X *E"‘;L(mtegnty o that BHxl7o)
NdA Ao o 1"{2 Aol AZAE drpa & 5 AUk

mlo oo

g4 st 9=

oﬂﬁ

[0)

fr o w4 g

=4, AF s g AR g olEAS vdste 5oy dEorE 7t
Fata o Adiubo] tigk 2 9kA (vulnerability) o]t £32 Al (uncertainty)
dolgte Aot oy et FZ& FHFAol vt A= g
b gltte AT @A AFe Fud Jgs e E of
trustor7b w FEVS PAES AL & Y 2 G Pofol I b
3 AAE A drpd Al BEed ol W] v xdt
(Coleman 1990). &Mzt A Al T79 234 4S B (]I, o]&
2, 89 2007). AA, 4% 54 (Hidden Characteristics) 2.2 #3817} <t
= AFoly Aujze] 3 E3Rwrt F7re w dAgs &
JAMARA AFE 77 o] UEde EgAAdolt &4, A
I -5 (HiddenActions) .2 Au] 2= A&7k A Faeke] AoF W&&
BAsHA JAeA Es TheddA HAse B8-S 2 AA=

A7 9% (Hidden Intention)®M AJH]2 AFAp7 Aol A 7 € AL

o
=
ook
ol
rlr
=
L
[e]

ﬂ%
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SAAE 2L o] o& 9
st AMH|Z= AlgAte] s o ¢ U] "ol dFsHA He =gAEAS
Eician
B Ao A= AlF e tf3te] Moorman, Deshpande, and Zaltman (1992)2]
Asfol whel “Ags 7H Al FEYAA 71A0] gAstEE AE"E
A AE e o] Foe oA AHE vd 2 dukd o AFIE 7t
A3 9= AE oA (inter-dependence) ol W &A1 A (uncertainty) 5 ¥ &#

g ass BY 2ees BAdAA A Aelrt @ Aol

i

)

AAFAEE oHEd AMuls FA gk &94 Ej%=(Bowen and Chen
2001)¢F A =7 FH o % (Zeithamletal, 1996), Z@lal A&7 wbEnjo)
(Leeand Cunningham, 2001)& 3(3-8}al T} wpehal o] AMu]2e of s
TAEE AL VIWe R ste 7Y FRd Aitol HW, MujA AlE Ay
IdE5ol v F de AEH 445919 (]2t 19998 FA 719
of A& Ao 4AA 8 holth(Reichheld, 1996). A FAd =] tigh <A

= 392 A X(behavioral loyalty)e] &3t A HEF A
(attitudinal loyalty)ell g A+ 2lar 534 4 E(composite loyalty) el
T A ToE AA FESI B F dvh WA, B9 FHEE 1A
AEZ B BHME A9 Exe ST Muja FA 99 AAE §X
= Aol Ha g Aujx FA 9 JHl e <telA tETeE 2A T
Z1o]t}k(Johns, Mothers baugh, and Beatty 2000; Zeithamletal 1996).47) ©]
e P4 FA = 3o E(switching intentions)Y B EFA ¢] & (exclusive
intentions)s& EIIT HEH FAEE old ANH FAHAEIL A

THE T Tl vk efatdAatge] ueHA XEvhe HAAHE

H

=
K

ofje

N

rr
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kg ate] o] Fo Atk 53] Oliver(1997)« ol elgt 17157
=2 %

5’4 & (cognitive loyalty)-A A4 5 E(affective loyalty)-2] =
) % (conative loyalty)-3 ¢l %4 E(action loyalty)e] 4¢tAE & 3“*%‘3} o]
S ds] AuEd WA, JdAH FAEE A WA AL FAGAZEHA o]

GA A 1A (cognition) = o] o] A A o]yt 2] x| 4] (vicarious knowledge)
S HI2A P 79 & AR o) PAFE o] dANAN AL e F

Ao dAER o] dAAE= FA A
< S 7k(liking) ol B &= (attitude) 7}
FAE A dAlE g AR FADAR Bl g e &
L3 gk A el s e o=y
A(motion)o Bt} fFARstt AAZ A FojE 918 uA 8
T2 oo frAbst 7l 1 shAI Nk A st H AL ke Fo] gt W
Ak GAE 9 FAEY] dAE Lok ozt 92 AdyE WolUS
of 73t AFel A= AW EA Al STk olde FAE AH
oA YAEAAN 715t g P9lel gk FH| = Wt oY 3
AEAd AN Y TAE AAPAE WEsE FAES FHsIL
e F7HAQ &S ket 9w olyd A3l Az FaAo g
A zkom o] Foj A A Hr}. Oliver= FAFA A 9ol g FH ¢
ool FEolgE FAb 1 g dAE Fate] AAHAJ] A FuiE AW

St AAUAZ SAFOEA oA AA-FA-SE(EE) T Yol

© o

&,
rot
i-u
r_u,
g,
rlo

_4

=2

J
rSE
rQ
il
tlo
ofr
ol
}_.

> 09;

_—

Aol S =l FAI WMstE AWaiFis AR 1Y
of glo] AAA FujeS whdstA Xt EAZF EATH o]y E Az}

=EA A #3994 #AS A BdA B AaE AASHA
% 1 th(Chaudhuri and Holbrook 2001; Dick and Basu 1994). %3+ Dick and
Basu(1994)e oJatd nAnkELe 7RQ1e] #AA vleet A uf Apo]o] 7]
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<FE 3-6> BAH =k 9o B

Repeat Patronage
High Low
High Loyal Latent Loyalt
Relative Attitude & Y .ty thad
Low Spurious Loyalty No Loyalty
2t & :Dickand  Basu, "Customer  Loyalty: Toward and Integrated

Conceptual Framework", Journal of the Academy of Marketing Science,
22(2), 1994, pp.101-102.

% %= (spurious loyalty)

'

%) E(loyalty)S’Jr 22 H%"éE(latent loyalty)7
g AL fla(no loyalty)e] 9ol wigt F2ojt} A, SAE gl 1Y
(no loyalty) Juld o= vre el A o] FGoA YeEfYA Hrt ¢
W A ow Y2 HEs Aot AHlA7E HZo =AY A
9ol tig AFyAelde] s W F=2 YeuA "ok 7 AR
(spurious loyalty)&= ddld oz & HEe =2 A Fu] oA vEY
= old g @4 FE3t ot ETF A A dF Sl wek Al 7 E sk
A5l & EAet. sk, A T4 E(latent loyalty) = = #AA
7P s dARE A et
A el FAE k=Tl
Al 3% ¥ (subjective norms OIHL A} )2

4 7

ARG 7Y, oW PAaEgel e =2 o4 HES JHAA e
T} ok
AT

—|~
r{r

wAo] it} sltietE A4l Aol weld] we
A= Ao, A, ATFASE oA Heg)
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(loyalty) 2 H.gkth o]52] AFto|M =

A

ol A whehE L glor

Al ATl 7E szokok

o

Z o]
b RS

%l-

e 2

35

= 3L
= X

RIS R

13
=]

A=A B ok

o

2 Adew 9l

!

o4}

<

s
<

}
, 2007, pp.22-46.

[eXe}
A
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Fo] Gronroos(1984, 1983), Seo.SU-wan(2001)

S

7] 9]

hva
=

A3 AT Magnus(1998), Cronin, Brady&Hult(2000) % 2
A& A Bove&Johnson(2002), Garbarino& Johnson(1996),

29 Qo B3 A3 AT, Doney&Cannon(1997), 72 (2000) 5 #A3

Els

Aol 8k #

z:gl,

o

Evans&Cowles(1990)

At Zeithanml,

3t
Berry&Parasuraman(1996), Dick&basu(1994) 5<] #3+ APAFLE A A A 2

WL

59
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A Foltt A2 w&aﬂs}oq wM el A A u AE )

N

| %=
(over all evaluation based on the total purchase andc onsumptionex

perience)2}al F#3kal gloh

Tk gt (200D o8t MRl wEEE o)F AFI AAAIE
A5, 1 AgEe] fEAoR Fobxlty I olHd Aol oA AwrA
A TEHEE ThEuEEo] ik AAA Qokx omg olE It E T4
 AEE AAY F e A2AE JHARHAL AgtE. £ AT ol d A
2 Faste] nATES AH|A AT fiE A wreS <lx
(cognitive), 4 & (cumulative) HH ol Al A eJstar Qi Fgt o]elgk & oo
0E AR SAL 7|EATAA I gEAS A8 Ne SHETSs B
Ao BAol AedetA A™e] A8t 449 IS sl

4) LA F

B dys 2ANEE AAH B A wile]l Add AdedA o]

3l™  Sirdeshmukh, Singh and Sabol(2002)¢] oo uwhz} "AMu] 2 A& A2
W52 &g ARl AE AT & dve ol g A e Ar
2224 Aols Wdu & AT e S49 S8 Aed 5 T U5

A (reliability), 5 $H(competence), 22 A (integrity) 5= A2 2L 2] A1F
) 7+ (positive bond)o| 1} Hekste 4

[
= T
MA SHY AEE F4517] Y3 o] Ak (Webber and Klimoski 2004).
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A4l 34 39 =3 3 | #EdT
o A -
2} 2o}
I AEgo] the Futuct (2003)
H Fon A7k A% Chaudhuri
a7 AT o= 2. AEE FHYE Holbook
= 3 A= dg A&5H A (2001)
o0 4 o= o] &9 = Harris&
= 4. o] gHgo] tha Groode
s E Aewst (2004)
u A ke A Lin&
Wang
(2005)

X
=

D E+ A

Aol 2AG 7ed 4% 7lsd ¥4 ada 294 aiAdew &
ottty W] e 89S 787l flal Gronroos7t AHEEH WFE
adE AfetA] @i, V1S Aol Al gdde] Y HxE ARE

A ol 2H At A4

2 Ao IFEFAH A A FAe] AH]~ FAZS Gronroos(1984) 9]
A

.

)
=
ofo
et
o
)
H
bt
QL
32

49) Gronroos(1983)°] dA7olA 7<% FdL 71, AFEAILE, wah¢, 71&4 48 5o
TEEH, 7IeA FAL U, s A4, AR, WAl @A, A2 (accessibility), a7

HE 5o T
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Recovery,” Journal of the Academy of Marketing Science, Vol.22, No.l, 1994, pp.
—_ 76 —_

Kelly and M. A. Davis, "Antecedents to Customer Expectations for Service
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