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A study on perception of shippers about the service

quality of Distribution Center in Port Hinterland

Kweon, Jeong Dae

Department of Port Logistics
Graduate School of Korea Maritime University

Abstract

In a situation where there is excessive competition among logistics
centers due to the low price of logistics centers for attracting freight
volume, the conditions provided by the logistics centers are similar.
Therefore, in order to determine the logistics center, we want to find out
what kind of differentiated service the shippers want and what level of
service they want in addition to the low price.

There are currently no studies on the service quality of logistics centers.
In the components of the service quality of the logistics center were
extracted by applying it to the logistics center based on the existing service
quality theory. Factor analysis revealed five dimensions of service quality:
tangibility, reliability, empathy, assurance, and know-how. It was found that
service quality made statistically significant influence on customer
satisfaction from the investigation of the causal effect relationship. In
addition, 'Know-How’ among these factors has more influence on customer
satisfaction, so it is important to accumulate differentiated 'Know-How’ only
in logistics centers.

KEY WORDS: Distribution Center, Service Quality, Customer Satisfaction
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= ARAE BRAEC SE A9 oA A A AYL wed oy
Yy =L oFatieke HEn AP YL e TRAHS Mses
Aoz vehgon Fjz wale dae ZAMA PAR +5L 9dd ¥ 2

4
BEAY B FEF AHss A3 EY EE YHY 43S 59 848 =

ot
:?l:,"

gt £EYLS AT TG AN AFAFE ERAEE HEste AL S 5
Stk ol HF BRAEF EDL L BB /1% 9o DA needsol F357] 93}
B A3 s b ApaER, 24 o4 g, E9Y, 481 9T

- 34 -
Collection @ kmou



Table 16 TARE0] FaFS wA= =4 9ol B4 A - Ak Amz
3
e AR | T qo | BN BAZ
=3 = t ol gz [ 9g
B L=}t Het L2z}t VIF
1 ) 2.150 218 9.881 .000
Know-How .496 .059 .646 8.453 .000 1.000 1.000
34 1.343 .323 4.162 .000
2 | Know-How 418 .061 545 6.880 .000 .848 1.179
A A 268 .082 258 3.263 .000 .848 1.179

CTable 17>¢] &4 A H24 oA AAFAAT} =
Al F2 g0 ‘AFA, ‘Know-How’ , ‘&7 «£o2 Yeiga =23 1
Uehd AXE aARESS kg 2 ddEAE vHe AL AR A=

AT AHAT 292 AR, B4, AR B FEE, FPesol At

Aoz Aaeo] Az oiH] AHst SRAE W/ Fa3) 2o dad =
Aol ek Aol Aje] APH= 5 A BAHEAE ol TSR A=
=4 A

g719F o] oA} A A AFAbel HIg) e oF A EFH 5 71de] &3

o)
A eke] g 24, AWl S Aok = e SFAEe s Jddd
A

E]

Aulzssh ARG A 883 B 9P FA = BRAHY AT YIS
FOABE AL & F Aok olE BRAEV UF EE W 1HHES FH3HE 0
Slof ARARTHE A ARUAL ool F2E W ALH £ FEo| Fsd
14 BY FHE 9181 WA kFolokd Riolzkn ¥ 4 ik
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Table 17 AR F&F< mAl= 54 2 4 23 - 423 oA} 2447

MEE AS | T L | N4 BAT
=3 = AT ¢ ;;’ .
S =
B o3 =y oz VI
1 ) 1.753 .430 4.077 .000
A=A .535 109 .560 4.922 .000 1.000 1.000
) .891 .550 1.618 112
2 A EA 534 104 .560 5.129 .000 1.000 1.000
Know-How .249 105 .258 2.368 .022 1.000 1.000
) .b64 .549 1.027 .309
3 A=A .380 122 .398 3.128 .003 .682 1.467
Know-How 237 401 247 2.344 .023 .998 1.002
T4 .257 114 287 2.251 .029 .681 1.469

AFe A BRY A 251 2 18 4F B4R PR 958
FARNGl PH FRY B BTG 5 B T 37l Aol g

dotrr] fste] t-testE SR Mulz ol iRk 14o] ATl wet Aol7t
AEAE Eotr] Hfsf EFAEHADY, =64, PLAE7IY, B 35 714
SRAHAER, AAE FE, BAAL AGAL AAEE AL 3714, 7B F
2 U0 t-test& AASIIH. 24 23 ‘Know-How’ ¢ #¢]8&°] 0.05
RO R fou|gk Apol7h EAshE AoE #AEHo B AAE HEgoR ER/Y
o} 371 5 FARE U] FUF @A FEY e s
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Table 18 AFE An|2= F2ol tigh H Ml (t-test)

T B9z | =zex { PP
M T O sl
A E 50 16 07

=5 3.973 713
RER! §}:;1T<§ < Lot o ~ 672 502
kil ﬂjj 3% 02 i ~852 395
Know-How ﬂfj g adl 5 1950 044

YFHL At DARE] thal AMA FA F ojHF 9lo] § g JFS

HR=A] Gotr 7] flate] ©AA IFEAS AP T A s valstsith <Table

1909 24 At E75Y FARAPE EFAIEC g8 BES w7j= AHlA FF Q2
‘Know-How* ¢} ‘AlFA° o2 Yelgy =28 1o vepd AXH ATy 7
Z AFAAE 7HAE= AL ‘Know-How’ ¢l Aoz BAEdTh  ‘Know-How’ 8¢1&
5

FAIE ] Know-Howel #3F Aoz duk 2 ELs &y Wy uyadssEe taksh
AAdH 9F H{e BASE gl @D Ao digk A2z} Know-How X

)

EAURHAE R 24 84 W KFAT T w2 @A ke R A
Sol Yor BFY FAAE olE

=2FYFANA  Know-How’ £ 23 M|z 4 gRloz SH3 AL d3FE
ddiste HF 5 dAE)] TE Al tid A% A Aulzeh A gdd
a3 B ee AU 2 FAFe] deelth ol&ste eFAETL Y EFdEE
719 Aulzek dAE ¢ A F4E g AES ] sl g A AEH
Know-HowE 7M1 & EFAEE Assitty & ¢ ok =3 Fridoz AAY
At 883 HZAY ESFAE duHy A AMHzEE #AE ¢ s
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Table 19 AR F&F< mAle 54 2 4 24 - 274

MEE A% | oo oo | BHA AT
= = AT ¢ ;;’ .
S =
B o3 =y oz VI
1 ) 2.557 273 9.351 .000
Know-How 379 .073 .466 5.210 .000 1.000 1.000
) 1.731 .350 4.943 .000
2 | Know-How .304 072 373 4.207 .000 911 1.098
A8 A 277 .079 310 3.499 .001 911 1.098

<Table 20> ¥4 ZA3x AdA] =9 &7+ 35 2 79 AP
FAEC s w=s e AHle FE ade /F¥A°,  ‘Know-How’ ,

AHY =2 YE

oje o] FFrIYdel Aev EF Il et Myl FAY FEd Hsho
=RAEY JAA 219 A, EE(WAgssE) HEH Rack B 5 35
7oz ERAERe] BAY Haok apEstE MR|AE ddke AR & 4 Atk
olFEx FFIIUL =FVIYel die AHl: FEL IRz AFSior shal
AT ApEstE dAzd 53k A, ARl 5 el AAFR]
JAzE FHsta e EFAEE d3dde Ae € F At @A B4 A%
HFAA = ST 9 SEFEA R o] Hed e AT
g ol FEAo  Hlg]  EHuEETheA  thA Aol "olAr]  wjEof
Eupd-mf S 23t AHolY MEEFE1A 2PN 2FERE Y F7F A&kt
FRoltt. ol Ade ol&ste FFTIY dRNM =RHIVF Fedie ajlolE=
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e Al 4 glow UE BIU4E BV AuAe A5A
Know-Hows} B8 Adsh #vlE waste A&shn AR Aol Ags:

=
=FAHE 0 Axg Aotk

d

- =
HEZE A5 ;T; qo | FHH AT
23 = t g SKY
B on | M on | VF
1 &) 1.297 .320 4.057 .000
T34 .669 .083 720 8.036 .000 1.000 1.000
) .832 313 2.662 .010
2 T84 .535 .083 575 6.461 .000 .822 1.216
Know-How .286 074 .343 3.850 .000 .822 1.216
) .154 .385 .399 691
3 34 .356 .102 .383 3.503 .001 490 2.040
Know-How .284 071 .340 4.028 .000 .822 1.216
A=A .336 121 287 2.768 .008 .545 1.834

& FEE AR A dlE FE 10099 #RkRl 7197 100919 o) 71
b &l Afolrt AEA Fotry] ffste] ttests XSATE ARl F- g

N

Qo] wlE el T} Afol7t QEAE Pohr] viEe 10099 mEE 10099
oPge] F IFOR LpRo] testE AASAk B4 A% AIY 3 K3 <
FIFE] 005 PWoR FoRIF Aol BAshs oE sl B A%
npeo 2

mE R 10021 mgk 7193 10099 ol dog ol 27b wAA
3] 784S skt

ot
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Table 21 W& F2E Av|2~ T o3t FH+F v (t-test)
o]

TR B FZux t RSE- K
] 1009} gk 4.043 616

A A 1.890 057
R 1009} oA 3.840 737
1009} ©] gk 4.030 602

o 3 x 4610 .000
HEY 1009} o] 4 3.432 1969
1009} gk 4113 691

A A 2.263 025
28 o0 oy 3.870 678
1009} =gk 3.736 683

A ~.198 843
°we 1009} ©]4 3.757 654

Kiow-How 1009} =gk 3.674 724 . 089

1009} oA 3.440 973 ' '

7199 WS FRER JAASE AN dis) ARl~ FE F ojwdk aRlo] T
B FFS mAEA gopry] St @AF IAEAS A

Hlwksith <Table 22> £4 A3t mjE 727 10099 W9l 71go] EFAIE -
3 NS e Al #8 89de FEAT, ‘Know-How’ , ‘AlEA’ o=
ety 2y 1o Uehd ZAME aAREH P 2 AFRAE THe AL

A4 A AeR EAEH. ‘e 2kde Y 9% ARz 2194
=

Py — =,

IAAPARRQIE NS, FAAA, AL 5)E 9 23
™ 7

ME FEIE 10099 REel 7192 olE S84 8
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Table 22 ARl F3Fe mxl= B4 89 &4 A3 - 1009 vt 714

MEE AS | T oo | EHAH BAT
=3 = AT ¢ ;;’ .
S =
B o3 =y oz VI
1 ) 2.614 .337 7.746 .000
THA .380 .089 419 4.279 .000 1.000 1.000
) 1.614 .398 4.062 .000
2 T4 339 .083 373 4.106 .000 .985 1.016
Know-How 314 .078 .367 4.034 .000 .985 1.016
) 1.166 429 2.716 .008
3 AR .236 .091 .260 2.600 .011 .769 1.301
Know-How .298 076 .348 3.914 .000 977 1.024
A8 A 217 .090 .242 2.411 .018 .766 1.306

{Table 23>9] &4 A¥} wjE FE7F 10099 o)<l 7I1do]l =FAH thisf &S
e Mulz 4 29e  ‘Know-How’ oF ‘A4’ <
Uehd ZIME 3RS 7P & JAABAE THAlE e
EAEAT. ‘Know-How’ 2%1& EFAETS] teksty 538 24 Know-How
Bfo] #g o gyt P EFsEe] tekit AY9AE
A2 2 Ao iz A2 Know-How B, ZTYY/EWHAHE 2L 231 &4, ol
T/t & F/HHIZY AA 9 AT FoE e R 1009 o)l 7S

ol TaA dh= Zom EAEHUTH

o
fr
)
fuj
W
&
td
ol
i

e R 10099 o1l slde U9 FEe Ue AUAG tiel S

719 e 371 25 A7 ARAY ses At

a =
3= YA O A g Sede(RAstsE, sEE, 2dE We/iAEE,
olgst= 5o 24 Know-Hows EF3 =FAlEIE Adadves Zes & & Aok
o5 ¢J3 ERAIEIE 54 shE<] Know-HowHohs thefst slga slel H5< 539
Multi 29} &3 Know-HowE EHfsfiof 1009 ol wiE +xe ti7ld ==

TA7IYG0l HF Ee ARt e gEF UY, ddede 74T 7HsAol
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Table 23 TS GaFS vX= B4 82 B4 23 - 10099 o) 714
®=
H _,I;:__‘7,_4_ 2= .TL/‘\-_]}\
=3 22 U g8 | @E
B T H = VIF
o il o=}
) 2.167 261 8.306 .000
Know-How | 456 073 592 | 6.225 000 | 1.000 | 1.000
) 912 384 2.377 020
2 | Know-How | .343 072 445 | 4792 .000 855 | 1.170
RS 425 103 385 | 4.142 .000 855 | 1.170
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