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Abstract

The 21st Century is the information age which the knowledge and
information technology are appearing as the core resources of industry

The change of environment into this information age makes the role of
information system department to change from the role of products
developer and operation manager to that of service provider within the
system of each enterprise.

This change in the shipping service industry has no exception.
Accordingly, we make the service quality of information system in the
Korean shipping firms to be high quality and advanced and then consider
the competitiveness of enterprise and will have to improve the personal
service of employee in the shipping firms and increase the job satisfaction
inwardly and outwardly.

Accordingly, the purpose of this study is to develop the measure which
can value the service quality of information system in the shipping firms
at the object of employee in the shipping firms and to analyse the effect
which the dimensions of service quality for the information system of

shipping firms have upon the whole-scale satisfaction of wusers of



information system in the shipping firms, and thus to emphasize its
importance and also to expand it to the service-studying—scope of shipping

service industry.

In this study, I keep pace with the theoretical study based on the
literature survey and empirical study in order to construct the information
system of shipping firms in Korea , to make use of its utility conditions
and to analyse the service quality of information system.

Through literature survey, I arranged the concept & characteristics of
information system, the cause of success and decision in the information
system and dimensions of service quality and selected 8 shipping firms
which operate the department of information system in order to measure
the service quality of information system in the Korean shipping firms and
then performed the empirical analysis at the object of its employees.

For analyzing the data, SPSS 10.0 was wused to understand the
characteristics of samples. The reliability of data was examined by the use
of chronbach’a Coefficient, the factor analysis was carried out to examine
the propriety of data and clarify the dimensions of service quality of
information system in the shipping firms.

Also, I executed t-test to measure the perceived service quality of user,
and then the regression analysis to understand the effect which the
perceived information system quality of shipping firms has upon the
whole-scale satisfaction.

The results of this study are summarized as shown in the followings.

Firstly, as the results of confirming the dimensions of service quality of
information system in the shipping firms, the factors of service quality
perceived by the user are analysed as 6 factors of concreteness, reliability,

certainty, sympathy, suitability and reply-ability.



Secondly, as the results of executing the variance analysis to check the
difference of perception upon the characteristics of user about the service
quality of information system in the shipping firms, it appeared that there
1s no difference of perception on the constituent of service quality of
information system in the shipping firms, and it showed that there is a
significant difference statistically upon the characteristics of jobs
environment of users.

Thirdly, as the results of analysing the effect which the constituent of
service quality of information system in the shipping firms has upon the
whole-scale satisfaction on the service quality of user through the
regression analysis, it appeared it has the effect upon the satisfaction of
user in the order of sympathy, certainty, materiality, reply-ability and
reliability.

As the factors of sympathy and certainty appeared as the most effective
variable, we will have to know which the service of information system in
the shipping firms is out of the simple hardware and the passive
supporting scope as like the acquisition of reliability and  quality of
software, and then it must turn over the role which offers the positive
service related to the information system, and set up the system, positively
considering the availability of user in making the information system of

shipping firms, and improve the efficiency of affairs through it, and will

have to increase the profits of shipping firms ultimately.
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empirical evidence”, MIS Quarterly, Vol. 6, No. 3, 1982, pp.55-68
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21) A. F. Moravec, “Basic concepts for Designing a Fundamental Information

System”, Management System, Vol. 2, No. 4, 1985, pp.37-45.
22) W. S. Kenevan, MIS Univers, Data Management, Vol. 12, No. 9, 1980, p.60
23) G. M. Scott, Principle of Management Information Systems, NY: John Wiley

& Sons Inc., 1986, p.97.
24) s, A2 APES Sk HEA =R, AL 2000, p2.

-12 -



)
A
5 " 5 - T
gl FOZ B T
.= oj H B3 o ~ ° 3r
~ T < o N [N =
g &+ w (- T %0
i 2 3 o i *
- vl %o
Mﬂ@&% w@waﬁ X X ® 1K
X <= < s o o =0 B X T
o " T 3| Al =0 ol zo = oK %
EFiaz 2R EN = s lEFrsze
o ) 5 T T < — R . T = B
Y - & = Hin M= I Hz wC wﬂ g d 3 g =R
— v ‘_Lr —_ OT_ = OME EME i) ‘Aw .mo —_ N 0 W S Mﬂ -
X | o- £l -~ iy iy —_ al __ 0 < E < o = fo
= V o %0 < Br ™ A ~ k) LT_ A i L ™ F-UN Ao
gq%zfmﬁ u@zﬁ,@ot_o@ it wig%ﬂmanmﬂ@mw
—_ - TR oy ] - o 3 © 5 = A
= = _ X =
EEEE S E I qﬁﬂgﬁwﬁmm$MMg%
— —_ - —_ f _ _ —_ s
SRS 11500 2 tfzis
mo4lm@ mvﬁﬂmﬂ@ * B mgvaWﬂﬂﬁ
—— T B § = e 5 J S B o o T o g2 TR Wz é
BTE : M A} e N o
~ =) o #E ﬂa Z.o i_u H,A._l _ Eo ea Bl EH o 1 ﬂmE i X 09 EW
o) ° OT o ui 1:0 XO ° \_mwe Z.o ‘Xl UT.: c,_ < o =K o) iy re =
=3 7 * RN o H T _ - oy B = % oo 7
W T = A g oL = o = w e B oGy i 7
SR SN o o X e nE SN i o = bo o = < K ~ = ol
~ N ol <O ~ oy ofp ,JUI 3 oF u = o ~ ) ojp o ~ = = =
WH S x 5 = [ = = =) Ko = oo 2 < sl
~ = | — 0 od o = 3| 4 Jo ol —_ ) R < <
o L T X o ) r O = a7 = o o R A=
T T o = X T N G ] s = 2 = ! E oo - ~ X
: o ° o s T G o F B o B
w T 0 w s & W B L, Mo B ) o T
T m o5 T o _ X o oy - o RO o Ew _ S ._1f . 5 on %o m.L
e _ﬁo (- = a- = o i = ml i = do T o o _.ﬂﬁ ay o5 do = o W_.
GO T o n el = O X0 o iy S iy oy o iyl & %!
i T E o o o < - v n o_Alu ~ .o o R o7 % A o] oy ﬂau, T =
wogﬁouf w0 T A @ﬂ%ﬁﬁwg = 4
= U B = o &m W MM ) = A = EK w ME ME g ~ < -
o) { W o Wrﬂ = =0 M < H M_; [y W= 28 < =K Mo B I = oy WE T
< x X = Iy wn O e ™ ~ F or B o & =
o A A e U ) ,Dl M = 5 o = b 5 o o =
=) o) . X — 2K oy \Ui o »Q = ﬂ it i HL OM . o
B o) r ~ T i s i < No" e i) il Nlo Nfo o
% T 4 T 3 8 5 o — = iy U 5
% 0 \Ul o ﬁ bain WL ol EE o- o= -~ o oy MO T_
_ﬂlq@nﬁ}% aoav@%ﬁ&wr.yﬂ %ﬂﬂﬁ, g
R b 3 b N E e p I 5 = e ™ o
IR z Mo i N E R o e w
™ s = TH Wo N KO o = ~+ ° A W <
ol ! f E.E iy X g — Bl _wi ~ H o o Ky = » oy
= + oz o A e A = ™ +~ ®
;E%gﬁrAagop =
o .0 o o T o SRNCY K
) b T R G 5 ow X
;onﬁ e ‘mw ‘; o H < ~o )AL
o} o s ° G RS
=) ] ~ o
.’ %
a TN MM ~a
o ‘: J

=
(<)

o1 A}

ey
‘j,

3] =
U gl e A

- 13 -

EREat!

o, E‘ﬁd =
b

Fd ] Al

._‘l%]’

s

!

=



FALE, AAEAA L, AT (G ARY), Agde] s som FAE

B g 4 ok B <a® 21>e ANARTE A2Re vel R,

ok

<a" 2-1> AR A A A

Total A& o411 4| A Homet
a e o =/
System A=
&I I BEAE:
WESL
=z HE
AN DA AE 28 ECIAIAE
Sub System *F 9, OflAF 22| *SHH T AHS A
=8t . o= e
S *Hil4d HIE *2EAX AL A=
g 2 ==

2 S support Al A&l

1 pS AHEl
o b R SHBRAAE

S 2
e Mz 22l

2, WL

SSols
o194 sub oz “FEe «Ezu e, SAS01
System ssamwne | ez 2EREEY | sz o ;‘:'-:ﬂ =
aE=r=k BT *de], 24t *Container Inventory T
+ZstFEael Sl X a2l *Cy&el
*C/BAIA *0|4/01NS&el *HE A A

AtZ: 01!, “«Meta| At B2AIAE AF0 28 AR, MAERI=8, 82208, 1995, p.17.

AR A% ARA SRS GARA LY, P ALY, AR A2, 3

AnA g om P g,

AR 2Ee aAT Q) ~AEFS #Ydte FEFskRE AlaE, B/LY A
s wE 58 #EsE AH#AYA 29 Door & CFS, , EDI, Z1"o|UAE
BaA 2" 2E 3 AgAMA Y veas #Eshes vg - dedEAls

gox FAEY glom Axy FAEE v <2¥ 2-2>¢

- 14 -



<O 2-2> AXAALS] FATY A28 F

o,

g
a

Ha2|
2o ael
gt
— 1. szas@aNAE —| 400 xaz 5z
A E el
BSA MANAGEMENT

n
o

S/R &2l
B/L&E|
Surrender B/L
goNAl [—— 2 dxzaNsl  [—| Az
H3&zl
Hol=E ael

&2z

Door & CFS 22|

] s smmenan | —pf THEE

EDI 22|
Container TAX 2|

H3ASA &2l
] 4 0+ ezzanse —f o w

LB LE L Aot Fel7]|He ddsts AEeddgALd, Aoy A oft

HAHoldolE, AHolHe A 2 g FrE dAeshs Aoy ad, dvs

A5t SV EA| 2"l 223 Spare part Management System, Code(operation
code, container code, operating cost code)@#]A| Al 07 G4 & o))

<I¥ 2-3> AMALY] S FAEA|~E FAHAE

— i s=szwaNsn [—p] X2

golosael

ZHOoIH HF &2

—I 2. ZHO H&ZI ALY I—> 2H 0l movement &2

Short Term Notice
Y * 4o A

g HH &2
——] 3. 2zuig AAY —>» 2@ My el

Expenses Settlement

Outstanding Amount Management
Hd 2 =&z &2

—I 4. Spare Part Management |—>| Test I

Vsl. Operation Code management
I 5. Code Management I—D Container Code Management
Oper Cost Code Management

_15_



<9 2-4> AAAS] AFBYALE AR
_* ERDEEE
LedYT 2 ey F——*-%%%ﬂ
gAY FH
o &
2. A E# |—> 43 v AFF &
_4 Agoleay
g3 MAFIRY
AFA2H 3. A5%294 OVER DUE# T
LER R ’ n o] &2 ¥
EEEEE A5 v A&A
—] 4. A2 I_>Z1]—‘:|'—DATA-T',—1-E]
[_|s.1e8029 F—» 3571242 |

AR BAARA 2EE ARHEA G FRAGA2E F
Aubd v E v E$das Yelle BAASEEA 2, B2 - history W e Al 2E, 3
THA B A 2 ARAFA By 2" For FAHJdT te <a¥ 2-5>E A

Aol B AAREA 28 FAHEE LR o]

_16_



<9 2-5> AXARS FAAHRAAE FAAE

AEAY E A AAUFAE Be)
1. AR || s < eeN~arRE B
— 2R B9 * JYN2AFAE D)
*o ) * AN 29 VFAE B
2 ARH —— e CE N T e
— szt cagedd e
iz} Bl »2NRE 29
EENECE! 3. 83 29 B PEERSEE
I—' P azzydzy
Aupd vjE 8%
— 4 ¥4 A2 2 > aa e ag
BEAEE)%3]
|| 5 n2aHSTORY®R |— | nxg@eTe)
B2A717H
e zgEE R AL BN B
—] 6 =M 2k s f B
e el
7. AHK B2 |—] e=ss angsue)
— HYAT AA5 B
|E AS 49755 B
o)A 25 A5 B

- 17 -



1) Auj=e] Ao

15 A 2ak]iel

2 %

thefa g

TR
+
)
ojo

"

A

o

w4 94

O N
3

A H] AR ol M

Bl shui A

¢EE

s

Aol npAE 7Re Mu)s EAo|th Mulast EA] O

3

el

E‘ :U—]—A]—a

) E3F Smith

o]t} 25

44l

o

3]

Belol Axme] Mulsi 84

g Y
L

Z7FA 3

ke
=

o} 7

J

i

m

)

A H]

R
L

%t} Say

Hape] B44 Aite]

ul
=

Aot} Marshalle ¢

BpE AL 3}

=
=

FA o gk g =49 g

TEAoR EAT

g

A

—~
o

g5

= 98 7 k=Foly

olgk WAH A% ek, A 2ol

g oAz e

e =

hYA
s 4

o

2 WdstEel o

h=j
=

)1\1.

A

Ao

"
e

NI
ofiy

ar
or

—_—

0

3
pul

by,

H] 5] o] of

bl Qibagel BAR AAsel A3

5

wh A,

3=

Al AR 7)o

3=

7]

FAqu| =7 g &8k, , Ak, 2000.

FAA,

’

wr

_18_



A Ao s AR vl vAIR S 3 = MR A7 AulE 9
af AlTEAY AFEe] Aol FeEs B, B, vHEom HofsAth(AMA, 1982)

EFA B Ade AART ohe AANE AL AFFA} Ha glo
W, Ab3) 7} Rokel HuAGAt BelAE Aol A 1 FeAel FelAm g,
= =

4o AL AFas] AN Fdol FaW 2910
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Webster(1991)28) Abdo &= F22 5f9 2ZA0 EAola AFoly AZF
o] ol tisk A AL EAoly FHlo] tid 1FY 54 e STAHY

Aeetn fAsa ek

A9 Hge ATl ERMAL FTF Avh} BEAAE Ao WSy

AAFE ol FAH WELS dnp

Aol AEE el Aoz oldd FAe Aol 1A §7FEL EaA
AE] WEe AFe AFEQT BAEe] Aol Gtk v E WEF Aol

o} a2gla mFF7FEFA(ANSE American National Standard Institute) ¥ w1 =+

26) A. V. Feigenbaum, “Quality and Business Growth Today,” Quality Progress, Vol.
15, No. 11, 1982, pp. 22-25

27) ole%, "¥#AAGE,, A HEAE 19%, p. 17.

28) A Merriam—Webster, Webster’s Third New International Dictionary, Chicago:
Encyclopedia Britannica, Vol. 2, 1991, pp. 1858-1839.

29) Joseph M. Juran and Frank M. Gryna, Jr., Quality planning and Analysis, 3rd

ed., New York: McGraw-Hill, 1993, pp.3-4.
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a4 FA449 Q9fF A2k
Al kel d A4 Seghezzi
AR /AL A2 o) A (conformar_lce W_lth specification)
S gisk dAA4 Crosby
(conformance to requirements) Groocock
Juran

Ab-g/8 o o] &34 (fitness for use) KS, JIS
_ AP EA S A7 = A, A N

AN /ALE AT o] A o Feigenbaum
a7y 7ldel §&(FF)st= 54

uran and
o] T (customer satisfaction) ]
Gryna
o . I s O |,
Al e e E4 AT MEATE 5 ANSI/ASQC
pa s e PR EE .
Taguchi

,AUEA Ao ek ) TN AF | A5E 23, 1994, 12.

PZBI(1986): AZhg Auls EAY AdEe Aulzae] S4B AwE

30) ol%, "dAdEAFAYE, , A& HEAL 1995 pp. 29-30.
31) A. Parasuraman, Valarie A. Zeithaml, and Leonard L. Berry, “A Conceptual Model
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Hotolu Brg Fostal glvh ek o5 AZH FHE Aau[Are] Azt 7] AL
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el AAAZIL ATk PZBE AZbe MB|=9] dolgh AH|zke] 7]djeh A zb 319
2 O Mujze do gk AR F7h S AZtE Muls Aol g3k
= MR Bokth webA o] Azbek= 54 MH|2o A2 HrhaAe] Adw
AL Az B 24l T E MR aeh Al Au o gk A7 A
Hl 25 Hlulsko] o]2]gh s o] Ayt upz ‘A zhe Mujzs Alolgk= Aot} o] A |
Muj o] AS 7IE AR|2gk A Muj2e] Zpolo A =] o] Awnte]E Frarzt &)
= 74 Gronroos ol o L o HFE AAIEH $kATh
Gronroos32)(1984)= A =9 F4& “wA9 A Zkg Muj2ek 7]tk An| 29 H]
wR7F A3 geojsta, Aul A FA4S A9 Y Vw4, 7154 54, olH A
oF 22 Aot A dvkal sl 919k o] Mula FES AREA T4 A

golol we), e m Aus) n4e SHOR Q¥ T2 nAe AztE Auls()
I~

T At Yy Ay Fd didk HYE 7|dEL A Yo &
= o33 Asf+= Cronin and Taylor33(1992)el ¢]sf tfA] whel 2 = w1 o)

=

3 A5 Hrbe g3 2950 i Ngoz o]Fojy}, o3t o]f = <l

of Service Quality and Its Implications for Future Research,” Journal of Marketing,

Vol. 49, Fall 1985, pp. 41-50.
32) Christian Gronroos, “A Service Model and Its Marketing Implications,” European

Journal of Marketing, Vol. 18, No. 4, 1984, pp. 36-44.
33) J. J. Cronin Jr. and S. A. Taylor, “Measuring Service Quality: A

Reexamination and Extension”, Journal of Marketing, Vol56, July 1992,
pp.55-68.

34) SERVQUAL°]Y SERVPERF+= EF A4, w34, B35, Aoy, #3484 &
o HATFEYS & 5 vk
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slhe] 2000030 S E AP A e By 5S AR

(1) SERVQUAL

PZBE 1988 AAlE9 AAdFE Ayt Ml F4S 7die A2 Ad &
o Mul~ EFAS Hrtalr] 98 SERVQUALS /sty o]59 HwH e A
AHE 9] Mu| 2ol tiek Zidiet Aot ek A4S A SAHEE AoR nANE A

Tl FE2 R = VIEdA g EdE Fa v & 5 s

SAE g e dubAQl e R Muls wiAY ool vl FHAsA 58 o
Ao Qg el

2ejuh SERVQUALel 8 $1ekA AL slol 4t dol g, A So] shxpsel
nge] AuaA Hlee 1 yee O SERVQUAL®S 274 (dimensionality) %4],3)
@ 7ol ZA%A, 5 SERVQUALS 84142 29l 7ld-A7} 719 7ol 2 of
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e

(operationalization)i-#1 37 @ =}o] < 54 (equation)e] 2124 2 E}EA

t}.

35) J. M. Carman, “Consumer Perceptions of Service Quality: An Assessment of
the SERVQUAL Dimensions”, Journal of Retailing, Vol.66, Spring 1990,
pp.33-55.

D. W. Finn & C. W. Lamb Jr., “An Evaluation of the SERVQUAL Scales in a

Retailing Setting”, Advances in Consumer Research, Vol.18, 1990, pp.433-490.
36) J. J. Cronin Jr. and S. A. Taylor, “Measuring Service Quality: A

Reexamination and Extension”, Journal of Marketing, Vol56, July 1992,
pp.55-68.
E. Babakus & G. W. Boller, “An Emprical Assessment of the SERVQUAL

Scale”, Journal of Business Research, Vol.2, 1992, pp.253-268.
37) R. K. Teas, “Expectations, Performance Evaluation and Consumer’s Perceptions

of Quality”, Journal of Marketing, Vol.57, Oct. 1993, pp.18-34.
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38) J. H. McAlexander, & D. O. Kaldenberg, “Service Quality Measurement”,
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| FMH 2= Ao Hx ga LI Aol = FdHAo)7] wEo] o]AS A
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A2%, 1991, p5l.
42) Peiges r, UGB, , A 2ER, 1954, p9l.
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) 7-10 54 | 3.2519 5971  8.125E-02
o 3 A
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Z S A sk
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161 ol | 16 | 3.6667 8607 2152
&7 196 | 3.1803 6921  4.944E-02
=k p<0.1
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