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Abstract

A Study on the Influence of Relational Characteristics of Ship

Suppliers on Customer Satisfaction

Ju, jaejin

Department of Shipping and Port Logistics

Graduate School of Marine Finance and Logistics

Ship Supply Industry, which is a part of the port logistics industry, to
supply the necessary materials for the ship’s operation and to provide the
complementary materials service wtich has a synergy effect, is one of a
basic related industries of the port logistics industry.

To accomplish the economy of scale in merchant ships of major shipping
companies, they have been trying to reduce the total cost in ship operation.

As the basic costs such as shipping freight, fuel cost and labor cost are
fixed and invariable, there are no rooms for reducing these costs.

Therefore the shipping companies came to perceive the importance of the
purchasing cost of ship supplies as a source of reducing total costs in ship
operation.

As the cost of purchasing ship supply and fuel has increased due to the

larger vessel sizes, the shippers have become more interested in controlling
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them more efficiently.

Creating a new market related to the ship supply industry is necessary
to achieve a high value added competitiveness for the port of Busan.

Therefore, the purpose of this study is summarized as follows.

First, the importance of ranking on the selection factors of ship suppliers
1s to be analyzed. Second, the impact of relationships between ship
supplier’s and clients are to be analyzed considering customer satisfaction.
Finally, how the transaction relationship and relationship orientedness of
ship supplier affects customer satisfaction is to be analyzed.

As iIncrease of domestic supply and consumption suppliers grow, and to
compete with world’s leading suppliers, government need to provide more
systematic marketing strategy and cultivate human resources.

We would like to study the development direction of ship supplier in
terms of whether it is due to the actual network of ship supplier in
choosing ship supplier, and the specialty of ship supplier is high. And the
effects of the impact of the shipowner on the selection and refinance of
the supplier goods supplier.

As a result of an analysis on the technology measuring selection factors
for the ship suppliers, it showed that the ability to supply time, responsive
measures, reasonable pricing, reliability, professional technological capability,
and the degree of confidence in the supplier's financial status and
environmental factors in the order of importance.

As a result of testing research hypothesis on research model, the

relationship marketing i1s considered to be the most useful way to enhance
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the competitiveness of ship suppliers.
Therefore, suppliers should take advantage of relationship marketing to
enhance customer satisfaction by enhancing the quality of relationship with

customers and enhancing relationship orientation.
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3. FolA 54
PIEEERICER T

TFujel My FeAS dolry] s Fuf THE o|EES HW, ujol
2 EEHE AR 2999 A%E A HE B g
3

o
2
2w w g9 Aeh 247199 FE, £, Az welA AusE )

IHE IL E55 AT, B, AnSA, 248 3 Faased o
g e e As A9 A4S S5, AR, L dddE 25E
ovjsty, OLZFS "B, AAF T, iexFd s, S48 2 A8 22
SAF] FH, AF 2 il ok AFe] wigs AejstHA ol ¥
Fol 7199 B9l dAYdS AAskaL Uk (Porter, 1980)

TRz IL Ges FAgoEA Fulzde B A9 Al FE
4 &, Quarmby TUlATE EAlShE WlEA =W FEATE SAlEE

WA sgS g A LEAE st FiAse dgddon Aegow

|

Ao £ ME A, oHd eRddrides T2 0S84
& BHow AART Ay, Fre AAE B HAxel 2RBLY
Sow AU B HFS susts Aot ARANS Hylzg MuaA
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Bl itore] FAER ARAE 7

FHAE FHEA @3 ol da 9As AAEn BAH, A4
HQl BRALGS Bl A FAAEL BE, A e FujgEol

ks G99 5o
A ol ¢S AHNE 5 Aok (Porter, 1930)

2012 @A 7 A EoRdE RE AR EokE 53 AFS Aice 3
FAAES ztE A gobd, b Fae A Aztst Hol MAYI}E
SEa 71Ee e st wAAIAR avlae] S7e] wEe] oolg

g A Aot oleg Wetew v, B, A Fujo] o]27]74A] A
Ao el #AelS Algsta 9l (Branch, 2001)

o

£3], 2 (Procurement) 2% 2= Fu](Purchasing)® &3 AE 25E
AA, F-F, AFL AR A ZL 082 APES §55E Aotk oju e ¥
"TALE 7wl oM 7 Fa7 AAol FE TF AAA o™ AA

Q92 (in-house)ol Al FF A E AAHst= Aolth, T+ AAbel] <3}
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Aol tigt A= 22 7He] AFelA] 1 Bt FEsiA FeE o] gkt

538 fredE 7L dE BAA G

2 A7A B BA AdolA mg AR AA HFolA Sk
TAACRE Ao, ALY AAAGAH L Al AtE=

o AEE EFUF AVIA LR olFo] " vt d W dAdE

(Kelly 1983). ol&jgt @A A FA <] niAE &

npA® F31 (Jackson 1985, Webster 1984)9 4] 54317 A 2F3l

£

A mAer e, 2o FBE A& FES AAdT AASHA,
A - AR e AATE G W THPAE A 8487 obd dEelEs wiE
o2 3 FAd oA AAFY, TA AP, 71EH Y So] FLAS o
Al fvka Fgssith

TAAGA oA &2 FRTALS A dAe Adds AdE=ddnt ads

A, BAAGH] ARTAAe vY BEg @dsed 2He %R,
Aok mee] AE=el B 7P vk of# 7 A AolHS A=

TALAEA o8 AEE = AR agke] Ao o A E o]t

PAAGFA oA B2 7Id 52 AN 259 olds FHA7]7] 9§
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Aol 3t hepH Rl 715 FAIsh= A2 obyth (Ganesan 1994)
SHANA = FHAA A AR FAV sesH. A

ol
JEAA G el Ad Aol ol k@ FrpyelA FAA/AYA 54

l

fol

S ZFoslE SoAbErS o] Bo] W £ gl7] wEolth(Dwyer and Walker
1981; Gaski 1984). H <+ fFred 7oA #AAAL 5SS AYstda A =3}
a3l

Noordewier, John, and Nevin(1990)<2 #7]#| &4 (long—term orientation)¥}
2o WA gae THiA=RAE AN BoE FEAE 7 dvka A H T
t}. Noordewier, John and Nevin(1990)¢] AJA|gk 532 #A ] Aol

g 71l ], o= FrviAbel dviA ke vl Az Aol i tede WE

AAAFA] Ade v FaadEe =2 7FeAdS Efskd, #3714 #

AL WEste= T 1

de] Aolrt ol gt #AX &> Noordewier, John and Nevin(1990)¢] A&
1

Qg Wk ofje}, A Gl g
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Foj g A )%
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e ZnlAe oleld W
AT
Howard and Sheth 1969; Jacoby and Chestnut 1978)
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5

alg

Enis and Paul 1970;
}od

(Dick and Basu 1994;

Jacoby and yner(1973)e] 2]
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ZhEel dAd W, anjAEe As 2 A

Eg auAsh 71 ke 4
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(Webster 1992), Z&u]zte} 719 7+eo] dAl= AR 71949 ARE A 7 o

AR o7 S nAA HowM Bt A1 7Fx YA A= Aol

auE aAES o) oldd WAM AFAES Fspl HEot e ow

29, ARY 2959 JFS ANGT Ak olel@ =B wPoR 2 A
FAAE BAAFY) FFL WAL LAFEA AAe] 2 AU A
2434e wes, AuAdRgel des, A48 g9 83, QA9
o FTel GPe Wvum 1 AGeozA AsH FFUIE, FAL

oA AEA) HAE AEFAA G,
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2. A F AAANE

MR B ol 252 MAAFES A= 4LRAe §UE oldd=t =
5 0} (Sheth & Parvatiyar 1995) AH|AES oALAAH S HU} &840

= 7] flal, ArAY RG-S destety] A, dAH dAdS FATGEE
sb7] 98, =F vge] el wEste] A z4dE AFS =ol7] flell #AA
F4e WEtdA "k ol A Aol FAH R AAXFY P
ol olw gt BAE ZteA] AR R S

1) AR #A

o2 MEoR & Be AuRAE BddAE LuAEe] ofwi] o
AL AR =AY 21S 2531 Y. (Andreasen 1965, Engel, Blackwell,

and Miniard 1986; Hansen 1972;Howard and Sheth 1969; Nicosia 1966) & A
of o]5 mElle RAOoF AuASel Ful 2 Auel BAP HY gors

oA"A Brhsm FEA7EAS AW A,

g it or o ARAY AAo] AAaL, 2= Qo] AE 3}
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AL w3t = A "ok (Hoyer 1984; Shugan 1980)
Al ANAEE Tl R AN ZEY] AA R dAdsiAIE 5 T
= T

ARl 2RARES T R 4] S EeAer Y

2) ArAe AA

QL v Ao oA AA A g &3t 58S ARAYAGe] destE o F
Z1 ¥t

Simon(1955)& ‘Algkd Feld’e Mds vtROoR A EAAE HHE A
sEd A A He FEskA v oA, AgE ArAe Y ui
of A AMAES AMEe] AbEA Hds deststal AR e st
93k =3t PSS A Edth= Aotk (Bettman 1979; Jacoby, Speller and
Kohn 1974)

st 2GS A ® 7Y oA FEHAA e, 03k Al
| A 2 71E7FS IRl AR AEE stoa Ao Ao fijkvtS A
Fotar 719 stA skl Wl AEE s ARESHAl @k (Miller 1956;
Simon 1974)

HhEA 0 7 Shgo] H A e A, 71 £ AHE e AdEth
aeB R A RbEo] wEfe] oAt g 719

g AsAow FAE 48 dept
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o,
=
ki
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)
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MAel av e AFES ARAI= WEFoR HAilEth(Bauer 1960;
Taylor 1974). A Z2te 9182 ZAye] B2 9 oo Fujgyl Addr

Ml v AES Az s FdaAT7] flste] 7d 5 SFESE AR
= Y53t AE et Hrlel =82 ®AY(Cox 1967; Beatty and Smith
1987; Dowling and Staelin 1994), ol Adeo] gh= 5S4 &3x, A%, 4,
aglar 1ol s wrEH o= Fhuff(Howard 1965; Locander and Hermann
1979)8k= F 7HA Wets F sk wleh

woE AEFAET AP A HAY URdS An[AEe] ot
sHAl " e A AFdAE AAH Atk (Derbaix 1983; Punj and
Staelin 1983) =3k A2 F-wf B &H] Fdol] tigh Wt oW =5

vele] fAl @ dFstel 9 RS

o]

®
o

o on R

8 Tbsol HA FoAEA WL

3l
Aol et A& B o2 NSl avjAe] 54 7]l WE Ade Ha

2H[AEL ARl Al A F 9o QoA RS HAHE E7] 9
& == 3kt). (McGuire 1976; Meyer, Levy and Tibout 1989) Z1&]E= & A H|
A5 ARES A AldAACt ELASEAY Fxse diol & ARE

Adests As dsH "Jv AR, 2vAE2 24 Hrl g49 od
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<

=, A, AR 2 Aol diste] 5We] o #AS &4 Hrh
o]# 3t =9l %3} - H %3} o] Z(Oliver 1993; Stayman, Alden, and Smith
1992), ¢1A %3} o2 W& a7 35laL ¢lvth(Festinger 1957). A7) o] &9

8 e cuAzt oln Add deke] A We Bxsa FAH

X

—

&

o

5=

S SAAFoZN 2o S sl v A olth (Mazursky,
LaBarbera, and Aiello 1987)

MANAR, TES ARE et $Ad We Fxtu FPHA A4S

7hE, =AW 28aL oA AEaE &An[RE dlsel] WA= FEke A st
t}. (Coleman 1983; Levy 1966; Nicosia and Mayer 1976; Sheth 1974a;
Stafford and Cocanougher 1977) &M A5 AL3] 8} 3G & G3to] thkgh AL
SlAlE W OARS F kel A o] ®tk (Moschis and Churchill 1978; Ward,
Klees, and Robertson 1987) ©]&| 3t ALSA| =y HAELS AH|AE9] ool
Zmle] lolA ™ s g 2 dFddAE ks, A7, 9A
AEARE FHOR ol 2134 alEo] AnAte] A nA = 4T

= AVEVIE I
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D 7HEel 9%

AHAL SOl FEFS MAE g A Ak T USRS M 8% Ao
2 Yetya ok 71834 AR Sl 2A] b 1 A R dAA L
ARS| S AAskal Al HH, ol Fulf R AH|[ gl Ao E mpxrt
A}, (Childers and Rao 1992; Corfman and Lehmann 1987; Sheth 1974)

Tl sl thek 7hEo AEE AF A wat vt F 3 7A4d =
2 oy FALEAA EHEHY Ak adEE 5A gAMEAS Ut sk
HE AREAE Fateld Fhel ZhERe] WAl S R EA dn TS ¥
o] Ab&ote= A TIEol dzke tiete

_?_
2 FHAA HAARE 7HEe] gt B VA el 7hS A e el W

A

FAGGE A A, HE 2 BES FHshed qof, FAZA §ohi
Ju2 oJueh (Assacl 1998) FAND] GFS U FaolBY 21
o il FAPWse] BUA P WEstetm 2oFd 4 ek (Hyman

<

1942) 2HAEL ANE AE JFow 4T Yr FAARY 2amE W
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WEHh ARAES O FJde o] obd F flal, WEE ojuig &
A A4 gle ¢ A 28y O Jds st O S BEoEH
2 RRIES AR Aol W' kA Vles AASHA s Aotk
(Stafford and Cocanougher 1977; Bearden and Etzel 1982; Childers and Rao
1992)

aEl GBI Bkl AN FF AAH BEAY L 9w
¢ BEEe] 9k (Kelly 1966; Bearden, Netemeyer, and Teel 1989) 4:H]
e E=A-AGH vt des A ARG dFS FEFeEA
E FAsH HM, S8 FAAew Azt 3

< AFgdoean AdEe A4dE e FaATaA . aHER 4

rr

RS

oA MEA AAF|G Halol b g g0 W= ol e %y F
% Ba Fudeld 99 Fu SHAFA B A} BES o Foshe

Moot FAers ojn &t} (Assael 1993) oA HEAte] ke LHw &

]
Az Fde g3 vfg AHste], 53 A7td o] w5 =& gt
A o Aavzke] FE Asld gs ofEg i AA A Eko] yERdTh
(Grewal, Gotlieb, an

d
Aol tiall To4Q HEs s FEdhs dds Ik
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AH|zEe] AT o] o] Fike] qlojAm o MAEAEe] o] AFe e
qs FPTS &9 = Ak (Rogers 1962)

ol A=zAte]l 72 Au el g Ao s AL Fro| ¢
A ZAAF ) (Gatignon and Robertson 1985) AR Yol thdt AF w7} =i
ARAG A2 Atolo Aol =S wWe FHY FFHo]l AXA Hroh
(Brown and Reingen 1987; Dholakia and Sternthal 1977) 1322 AH|AS
= oA A=A e Fote] AR A o m - A A}t st &7 e

™, o3 Aks]A el o ¥ ARE Foto A4dE S H2A

¢

7) 222} 3t} (Herr, Kardes, and Kim 1991; Richins 1983)

B0 vl A4 Ay mste] FAolgrh, HANALE Ad
GAAe] BAE FAOR oleid A wiel F7HoE ASHES A
A BE oo Bug sohis Aldelth ofH @ wAAYe sEe 7]

ol aAY AAES FAdstal FAsk] fls) A A AlE st AN 2
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1. Rk A 9

b nARMSS Jhd kst Al g, Al FejelxE, 7, &F 5 A9
T el dFE T VI FgAel A - AHer gEFE 7] Wi

of g A7 olFolF ok 1 A WAL SHET ARA Aol

ARkl g Bl aUfREESS] Ade wAHol webA o= UEd
o A3 WA FE Ul a5l Howard®t Sheth(1969)23+= “AxH]
3k di7bel] diste] A A B AT 52 FAHEEA BAAEU

=7Fell wEbA] 7= Av|REe] Q1A AHE]”, Westbrook®t Reilly(1983)24) =
‘g 54 AFolv Auls A ZE &dgoly Fufd e S

b ddE Ee= olgll s opEe= Adel Wid A wke

’

22) B. ]J. Babin, and J. J. Griffin, "The Nature of Satisfacion: An Update Examination and
Analysis,” Journal of Business Research Vol.4l, 1998, pp.127-136.

23) J. A. Howard, and J. N. Sheth, 7he Theory of buyer Behavior, New York; John Wiley
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