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Abstract

An Empirical Study on the Influence of Shipping companies’

Service Quality on Customer Satisfaction and Loyalty

Kim, Kwang-1k

Department of Port Logistics
Graduate School of Maritime Industry

Korea Maritime University

Till 2012, a lot of mega vessel more than 8000 TEU will be put into
world-wide major shipping routes, which means ‘supply’ will exceed ‘demand’
in shipping industry market in the near future. Service quality management
could be a great source of competitive advantage for the shipping companies
faced with this kind of the dynamic change of the environment. For customers,

it could have an effect on the strategic choice of the shipping company.

The purpose of this empirical study is to examine and explore the
relationships between three variables, shipping companies’ service quality,

customer satisfaction and customer loyalty.
Special features of this study could be summarized as following.

First, this is empirical study based on market research according to the
definition of ’‘customer’ as freight forwarders and actual exporter/importer

together contrary to previous studies.



Second, to evaluate shipping companies’ service quality, 5 components of

SERVPERF model was used.

Third, to test «correlations between 3 variables, service quality, customer
satisfactions and customer loyalty, statistical analysis was used with tools of

SPSSWIN ver 150 and AMOS ver 7.0.

For effective study, many thesis have been obtained through literature
survey. However, major results were compiled from directly structured
questionnaire, which were collected from Korean import/export companies and

freight forwarders.
Major findings could be summarized as follows.

First, the five components of service quality of SERVPERF were rearranged
into three components of service quality(expanded conception of tangibles,
reliability, assurance). Original 11 hypothesis reduced to 7 hypothesis and out of

these rearranged seven, 5 were supported and 2 were not supported.

Second, correlations between service quality and customer satisfaction are found
to be positive except service quality component of 'reliability’ with customer
satisfaction. Correlations between service quality and customer loyalty are found to

be positive except service quality component of 'tangibles’ with customer loyalty.

Third, correlation between customer satisfaction and customer loyalty is
found to be positive even in some previous researches of other similar logistic

industries, no correlations were found.

This study shows some suggestions for the future research; more generalized
model needs to be developed for evaluation of the service quality and the ways

of the measurement of service quality should be more elaborated.
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15 & $4(2007.10)

Al &
LYWL | WE AT | A e 24 |AmA7I()
& 3(In service) & 3
Maersk AP Moller 6 14,000 157,000 Lindo 2006-200/7
Cosco Cosco 1 10,062 114,000 Hyundai 2007
Al 7
A12%4(0n order) & 3
Maersk AP Moller 2 14,000 157,200 Lindo 2007-2008
Maersk Rickmers 4 13,100 140,000 Hyundai 2010-2011
Maersk Moller 6 10,000 120,000 Lindo 2008-2009
MSC MSC 5 13,200 135,000 Daewoo 2010
MSC MSC 2 11,300 128,500 Hyundai 2009
MSC MSC 2 11,000 114,000 Samho 2008-2009
MSC MSC 8 13,300 150,000 Samsung 2011
CMA CGM | CMA CGM 8 12,500 142,500 Daewoo 2010
CMA CGM Often 4 10,000 120,000 Hyundai 2008
CMA CGM Often 4 11,400 128,500 Hyundai 2009
CMA CGM | CMA CGM 8 11,400 135,000 Hyundai 2009-2010
CMA CGM NSB 4 11,000 130,000 Daewoo 2010
Cosco - 3 10,062 114,000 Hyundai 2008
Cosco - 4 10,000 120,000 Nantong 2008
CSCL CSCL 8 13,300 150,000 Samsung 2011-2012
NOL/APL - 4 10,000 120,000 Hyundai 2010-2011
NOL/APL - 4 10,000 120,000 Daewoo 2010-2011
Zim - 8 10,000 114,000 Sangi 2010
Zim Zodiac 8 12,600 142,500 Samsung 2012
- Zodiac 5 10,070 113,900 Samho 2010-2011
CSAV Dohle 8 12,560 142,500 Samsung 2010-2011
CSAV CSAV 4 12,000 140,000 | China Shipbuilding 2010-2011
- NSC 8 12,800 142,500 Hanjin-Phil 2010-2011
- Nordcapital 8 13,100 145,000 Hyundai 2010-2011
Coscon Seaspan 5 13,100 145,00 Hyundai 2011
Coscon Seaspan 3 13,100 145,00 Samho 2011
- Niki 9 12,500 142,500 STX 2011
- Dohle 4 12,600 142,500 Samsung 2011
- Often 9 12,500 142,500 Daewoo 2010-2011
- Rickmers 4 13,100 140,500 Hyundai 2011
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t}(Cronin and Taylor, 199422): PZB, 199423) : Teas, 199424)).

21) J. J. Cronin, Jr. and S. A. Taylor, “Measuring service quality: A reexamination
and extension,” Journal of Marketing, Vol. 56, July 1990, pp.55-68.

) J. J. Cronin, Jr. and A. T. Steven, “SERVPERF versus SERVQUAL: reconciling
performance-based and perceptions—minus—expectations measurement of service
quality,” Journal of Maréeting, Vol. 58, January 1994, pp.125-131.
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24) R. K. Teas, “Expectations as a comparison standard in measuring service
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25) Algkd, A AA, 2000

26) R. L. Oliver, Satisfaction. A betavioral perspective on the consumer. New York:
McGraw-Hill, Inc. 1997.

27) S .O. Olsen, "Comparative evaluation and the relationship between quality, satisfaction, and
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tlo

d

iih)
ol
S5

o] A& F 3d}el, Churchill and Surprenant(1982):= #ZANIE o

QA A AT =LA MY A= 449 NS BF

-

il

!
ok

1=}
=
7]t (expectation), A ¥} (performance), & 4 %] (disconfirmation), ®F=(satisfaction).

oj=o dfirkdel ostd, =LA = ZIHet Ao AoloA mlFEET, “AA A

w7 a=o] FA X E 2A]"(Churchill and Surprenant, 1982)30&w ZF 2 o7
mhEo] oS 7t el VY vuE $AA BEdx, FAL EAA, b B
A (0 HUx)2 FE¥o] AH(Oliver and Desarbo, 1988). H < ATE9 A4 %

AA 3 9.

e
e,
il
=
13
2
APy
o
i
o
2
2
>,
il
fz
[
Y
tlo

2) A% AdE 9A EEAY & FAHAR Aol ol B2 AFoA wE
I AH #AEE 7 Aoz ¥re H th(Anderson and Sullivan, 1993; Churchill and
Surprenant, 1982; Halstead, Hartman and Schmidt, 1994; Oliver and Desarbo,
1988; Tse and Wilton, 1988). A2t 4] SAo] ¢ Bornz dAase 5
A EE AYE Fo7] Hste] BAHLE 8UEAE AHE-ETH(Oliver, 1997).
Parasuraman, Zeithaml, and Berry(1988)& 34, A A, 9, A4, T34

o 5/ A oer Muls FHS SAe= SERVQUALS 7HEstait

S o5 Azka )Y AoldE wHe 1908 2 AAF =Ael wA
59k Carmen(1990)& A¥l2 F2 7lvie Anlz F3 A7l A4 F4 &
8 Ao ohdtn AEAAL. AUF A4 vw g2 dE =R

Cronin and Taylor(1992, 1994)¢] ¥ ol St} o] SERVQUAL #HX 9 X

30) G. A. Churchill, and C. Supernant, "An investigation into the determinants of customer
satisfaction,” Journal of Marketing Fesearch, 1982, p.492.
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7R $Ase] 22/) ¥2¢ SERVPERF HEg wEsich 159 a7 23
of ¢Jst¥, SERVPERF # =7} ¢ ®idgo] ole Folm=aE AMuj~ F4L 274
Aulzs Agtorr =49 4 dva 89t (Cronin and Taylor, 19923D;

Parasuraman, Zeithmal, and Berry, 199432).

3) BB ¢ AATEH Aol Aol FHA o] Bole, Mulx FHAe A/
Tl g A AR/ FHY &S adet= Zolth(Oliver and DeSarbo,
1988). Bolton and Lemon(1999)2 o] A3/Fd] 7Ids Az 7HA9 AA=
FAetAY. 252 R, Avd Aol del FUE A A e 1A
of Hrieka Adsdo. AdE sAold, FuirrAR A tE Hg, ol EHH
AZEAR 2 A& X H(Yang, 2001). TAAA 7FA A4 Al 5]
A ¥ H(Minocha, Dawson, Blandford, and Millard, 2005). 22152 A

ol FASA vs¥eval AlFeA HH, ik £ Hso] H4%
Ao ko] wk=Ed A o] th(Oliver and DeSarbo, 1988). & 3 A 3} 17 wk= 7t
51

ol guaszt ks A e Aol Qe

31) J. J., Jr., Cronin and S. A. Taylor, op. cit. 1992, pp.55-68.
32) A. Parasuraman, V. A. Zeithaml, and L. L. Berry, 1994, op. cit. pp.111-124.
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Jacoby and Chestnut®} #Z2 %ol A, Bloemer and Odekerken-Schroder(2003)+=

Fel mE AAQAAY B ok BE) AP 5o vpehti,
oW AU A%, AR ARH Az ABAE F d ARA A s

Oliver(1999)= 1 AFA =] thidh g AYEol+= AXA, AA, FFdr9 3714

247 Ao s AAsta, AAFHAES tet 2ol Aot

B o7 ggolu AENHE fral AR wddE B7en, Asat
AE/ AR 25 v A& 2 Fuf T iy, 72 HAE(TF)Y &

e s, 2 SR e rh(p.34)

aAFAES Adst 2 EA st MRlx T2 Pt mEs A7 The
g A Ay A WHAE AT A FF ATFHeE IPHo FH(Zeithaml,
Berry, and Parasuraman,1996). Cronin and Tayor(1992): A 4w) ¢ xolwt =4S
2+ 2 Wk Boulding, Kalra, Staelin, and Zeithaml(1993)& A 4-7) =9} 3 9 A
2 FHEE SABAUT). Zeithaml et al.(1996)2 &7 AFolAl= 714 MgE 2 7}
A QA 8= WE =7t FF FEEo &S AAeAT 1996 159 4
TollAE AT Peee SEHoRAN FAEY F7 AE gAR AEAJT. 1A

ZAEY EAL FLH(word of mouth) ¥ A 7m) o= #HH JE=5S F3r}

npAE ool A A FA E(loyalty) = HE ol" A Foly AU AE A vl
& TbeAolu AY e O datet AYe vE A"dARE FHEE AS 9
gt o] & AlE R AH| o] o Ao BEs A P
(Dick & Basu, 1994)33) 7149 2143 A% 2 An)zo thak of oy =9

3



A4 (Jones & Sasser, 1995)34) 5o =

KA
it

37 =

e T e gkt AMES dFAEZ Al B oE3 2o
<# 2-6> FAHE MEY AgAZF)
T s} 2} FTHEY AY
FTHAEE YA E ZFAA gty nwEnkd 5o Al
Dick&Basu(1994) B = ¢} A E o) A7E a5, A== didel] did A
- ok AP zhe] A
7;‘ Reynolds, Darden, 272} o] o] ol A FIYA FALe F3ol A FAg d5&
5y [Martin(1974) ALaAM deie 4%
© |Selnes (1993) AF T2 Mujz9 #dE oy P58 el A
Oliver(1999) FHAEE Azt AF/Av 20 g vl 2 &AQl e
ver peEE e ow gL AETL AL TAdE R
4 Enis&Paul(1970)  |Fo17 712t B¢ 54 AEE ojnat 2vAe) B
5 e eH983) | AvAZE SAZKERE A 2 o] g Aol Ay A
Py
B (1992) TAAL 712 5% EAN HEE ofustee Lvizte) 4P
aZel Agxe sl 7HA = &S 543 Aol IR
Aaker(199D) | one] g gz Asa golte v
AESA X EHA AR Fuf A g dis] 2932
Dav(1969) HAE =A(truly loya)& Zio] Wl A o2 FLujsl= A3}
Y tEolA 5940l Axd Ba HEE AHE A
& |Elrod(1987) o = R B e ) el
J\j Engel, Blackwell |[a1Z}o] of®l 7]k ko] 54 A|FH A syt = 1 o4
g & Kollat (1982) |2 Aol tig A5 %<l gl=vk-gy FFuks
= (1) A4 (biased) (2)3-52<1 Hk-g(behavioral response)°]iL, (3)
AZHe Y3k N d(expressed over time), (4) BE JALAA Y
Jacoby& Kyner |(by somedecision—making unit), (5) =9 A4 s} &
(1973) Z10]e] tokS- 7]tli(with respect to one or more alternative
brands out of a set of such brands), (6) A2]&(JrAEA, H7D
4] 7]5(as a function of psychological process)
Keller(1993) Aol s Foll A wEE w AEo| thek T2l Aldy B=

33) Alan S. Dick and Kunal Basu, "Customer loyalty: toward an integrated conceptual
framework,” Jourral of the Academy of Marketing Scrence, Vol.22, No.2, 1994, pp.99-113.

34) Thomas O. Jones and W. Earl Sasser Jr., "Why satisfied customers defect,”

Harvard

LBusmness Keview, Vol.73, 1995.
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<E 26> FAE N9

o
Lo

5% 54 FA%e 49
A Kostecki(1994) |z o] R of&ete Ax, gz a2E0] RS nfdes A%
M Aol e Ao - A5Ad BUE & o v, A4
3 | MuneyU93 gy wae 944 B9 9%4 B 9% 34
% Peter and Olson
- o E =
© oo Ao o =) A%
Mu) 2~ ABAE o] ot A FHo] ALl AH A A ZA}ol
Backman(1988) rj%v]l *'a];J OH,.l% Sl e s Agn s A A
CIPIE Sy O g sl e AERA 54 40 34 2
N Tarvis & M
H] arVI?1986) WO g Aol gay AT FES e 243 HES A A
= [Lee & Cunningham|#7 2@ oItk welel Zlje] aid 215 @aa Auzx
o (1996) AFAEL 3 e Aol gates 149 9=
o Prabhu(1991) 1] i¢ts 7h&d shte] 3At Alwshe Au=s desie HE
T Av 2t AES wEHo e pujstdn Azake Ao,
Pritchard199D | qwavt AEd A4 B o2 Fe gEgd 43
2ol dAZAED dRAE AL 5 AvZ ATAE
Gremler199)  [gaie agd, dEs, 994 v g
AR o)A, "B e A Ado] AARE, BAFA, AFAEA WAE 9% AF oL
RALEES] =2 2003, pp.35-36. A¢1 &

3. AN FAAE

AFoIt A 2g Fohstol vl Aol ANAOE AR Bt FrA
o W o2yl vhA Zule A8k & W 2uARA TAAE AHH

of glof wEalel AFul AR A ABHel W F Aeldu dyHE AL

71E Ayl mEW, AR A 2L AQrIde] A, Muls nlgo] A



A EH, 2 vlE AFetd, d FEo diEl Fujrt Bo] o] FojAw  FAH A
T (word-of-mouth)& o] ol Al Fatm, AAGANA BAL 7] &olA i, 7}t

l

Aol WztelA i, Muste dAwjdR 7170 TFEe AEstik: A
(Baldings and Rubinson, 1996; Gremler and Brown, 1999; Hart and Johnson,
1999; Reichheld and Sasser, 1990; Zeithaml et al., 1996). 282 2 7|49 FA

Aolgte 712 =87t Ad" Fud FHo(olE EW, Anderson and Fornell, 1994;
Anderson and Sullivan, 1993; Berne et al, 2001; Bolton et al., 1993, Mittal and
Kamakura, 2001; Oliver and Linda, 1981; Reibstein, 2002). 159 F3o m=w, ot
=5 uAME AsHoR FAE e udol #o(oE &%, Gremler and Brown,
1996). u AR FAHEE AAste A=A 8ot (Anderson and Fornell, 1994;
Oliver and Linda, 1981), =2 uAWEHL A v s F7HA 7tk (Oliver, 1999). 1
Aol = uARERS AANFA, FA FEEN ¥ ¥ oI AR He B2

AL Fdo g 24449 7= A
al,

=

o A7IHo gl E 59, Jones and
Bennet and Rundle-Thiele(2004) %2 F5¢ aAwFo] J4 & FHER
Uete A2 ofygta stk 2 Qo ®E aARSHe] uAFAER A4 e
FTwotA 2E & U ¢ AFEo] YERSHH(Bloemer and Kasper, 1995;

Cronin and Taylor, 1992; Fornell, 1992; Oliver et al.,, 1992).
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35) 1ag=, AAIA, 2008, pp.75-76 A4 2.

36) James L. Heskett, W. E. Sasser and Christopher W. L. Hart, Service breakt/roughs:

changmg the rules o the game, New York: The Free Press, 1990.

37) Frederick E. Webster, "Defining the new marketing concept,” Marketing Management.

Vol.2, No.4, 1994, pp.23-31.

38) John E. G. Bateson, Marnaging services marketing: text and readings, Fort Worth, TX:

The Dryden Press, 1995.
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40) R. A. Westbrook, "Product/consumption-based affective responses and postpurchase

process,” Journal of Marketing Fesearch, Vol.21, August 1987.

41) R. L. Oliver, "Measurement and evaluation of satisfaction process in retail

setting,” Journal of Felating, Vol.57, 1981, pp.25-48.
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Crosby 9} Stephens(1987)42), Oliver2} Swan(1989)43), Weun(1997)44), Durvasula %
(2000)49), Z= A} &-(2005)46) F o] Aol AFEHAW FAYHES Fasta, AL
(2006)¢] 8/ +aF AAFTAHAEY FHHE U 28 A 7 £l gl

27 AR 78 AEE 59

42) L. A. Crosby and N. Stephens, "Effects of relationship marketing on satisfaction,
retention and prices in the life insurance industry,” Jowrnal of Marketing Fesearch,
Vol. 24, November 1987.

43) R. L. Oliver and J. E. Swan, "Consumer perceptions of interpersonal equity and
satisfaction in transactions: a field survey approach,” Journa/ of Marketing, Vol.53
No.2, 1989.

44) S. Weun, "Service failure and recovery: impacts on new customer relationships,”
Unpublished Doctoral Dissertation, University of Alabama, Tuscaloosa, 1997.

45) S. Durvasula, S. Lysonski and S. C. Mehta, "Business-to-business marketing service

recovery and customer satisfaction issues with ocean shipping lines,” Zuropearn Journal
of Marketing, Vol.34, No.3/4, 2000.

16) ZAE, AW AFE welo] oF @AY Ao AT Ee} T WAL o] BE
AF(A FF 55 AUAE FHeR)” Aot AR g, 2005
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Aot Ostrowski 5(1993)52)3% Cunningham(1967)53 9] F4 3 d X &&= A ojt},

50) A. H. Zins, "Creating customer value in the context of service bundles,” in Marketing
Connections, Proceedings o the Austriia New Zealand Marketing Academy
Conference, B. ]J. Grey and K. R. Deans, eds., Dunedin, University of Otago, 1998.

51) James L. Heskett, W. E. Sasser and Christopher W. L. Hart, Service breaktfiroughs:
changing the rules of the game, New York: The Free Press, 1990.

52) P. L. Ostrowski, T. V. O'Brien and G. L. Gordon, "Service quality and customer loyalty
in the commercial airline industry,” Jowrrnal of 7ravel! Fesearch, Vol.32 No.2, 1993.

53) S. M. Cunningham, "Perceived Risk and Brand Loyalty,” in Zisk Zaking and Ilnformation
Handling in Consumer Befavior, D. F. Cox, eds., Boston: Harvard University Press, 1967.

54) B. Cronin, “Approaches to market research,” 7%e Marketing of Libraries and Information
Services, 1992.
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