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Abstract

An Empirical Study on Service Quality of

International Passenger Terminal

IM, Kwang Soo

Department of Shipping and Port Logistics

Graduate School of Marine Finance and Logistics

The service industry is currently an area that can not be cut off from the
center of the global economy. When we look at countries with advanced
industries around the world, we can see that the share of service industries in
the economy is very large. Service Industry accounts for nearly 80% of the
GDP of the major countries in the world, and Korea, a member of the OECD,
has also made a huge impact on the public service economy since the 1990s.
The recent trend of public service economics is also Passenger terminals,
formerly merely a ferry boarding facility, now have value as transportation
services products that reflect the diverse needs of users. It should not only
mean the basic role of the International Passenger Terminal as an axis in the
transport of ocean passengers in the future, but should also constantly value
the priority of implementing service marketing efforts to meet the diverse

needs of customers.
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The purpose of this study was to focus on the effects of each component on
customer satisfaction and their intent to act on the international passenger
terminal characteristics.

The characteristics of this study can be summarized as follows.

First, an empirical study has shown how the perceived quality of service
relationship has been related to customer satisfaction and the intent of the act
after using the service by international passenger terminal users.

Second, the component of the quality of service at the International
Passenger Terminal was used in three dimensions, corresponding to the views
of Brady and Cronin (2001) : interactive quality, resulting quality and physical
environmental quality.

Third, the SPSS 21.0 statistical program and AMOS 21.0 were used to test
the correlation between the three wvariables of quality of service, customer
satisfaction and intent.

To achieve the purpose of this study, a variety of papers have been obtained
through literature. However, the main results were drawn from the structured
survey results collected directly from experienced users and field users using
the International Passenger Terminal.

The main results can be summarized as follows.

First, it can be seen that the model of the quality of service configuration in
consideration of the characteristics of the International Passenger Terminal is
more satisfactory, and that it can be seen as the specific effects of the analysis
of customer satisfaction on the characteristics of the International Passenger

Terminal and the service quality of the services corresponding to the
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characteristics of the customer behaviors of the passenger terminal.

Second, although the impact on customer satisfaction with overall service
quality of the International Passenger Terminal was found to be significant, it
can be seen that the effect on the customer satisfaction of the physical
environment was slight.

Third, it was found that customer satisfaction could have a significant
influence on the client’s intention of acting, such as oral proceedings.

This study presents several suggestions for further study. The assessment
and analysis of the quality of service was performed only from the perspective
of external customers. Therefore, future studies will need to see an assessment
and analysis of the quality of the service from internal customers, including the
service provider, and see if the results of an analysis on the quality of the
service are true for all international passenger terminal use, other than Busan

International Airport International Terminal.
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N5 AFH FolE FFeATh Levitt(1972)= Av 2~7F Aits = 7

Aol mAje] Folgro A WA= FAHel mekel 245t

3) ] Z A (Heterogeneity)

Eo ABYE A7) oddE Ak
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oj¢9} o] MH|AE FEAolehA dwtHow FFEd A4S o {9
of meh Mujze] e 2 dels oy doju HAE wIva s= A

4) 284 = 597 (Perishability)

off

Ayl ze Qubdon s A6 2uE suse] WAt wEy @

H AAE AHlas ABRE AAst7] ofg7] "o A 2aE AFsAY A
s}

a3y Wyckham, R. G., Fitzory, P.t. and Mandry, G, D(1975)¢] <79l
ostH, “AMuj~= wege] oo diH|ete] i AikEo AAE & glue
A Aol tjste] AMu|2~ AFREe] G, T, SJAAFT I FA| o] N AH] 2~
7= AE & S5t "y o5 E7Fss e

e 5
FoAdn FAse ddE Ao

=

—

thH &
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9
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E
E{Ll
[0 Y,
=2
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ot
r2
-
rr
=
oz
Sh
2
L
i
X
=
[

o
¥4 &2 Parasuraman, Zeithaml, and Berry(1988) Z} =
AfAolAY AAAQ FH3= ol Md, F4de] sk, Bt
shwl, o] g7l el $14 59 S-S Adua stk

54& WEe® SERVQUAL Eg& Atsiqdtt
SERVQUL R & °atd AMujx~ F42 57H4] Adow FAHT. 18a
wAe AL ket id 3k Aolol] olafA A HTE. o]F Cronin
and Taylor(1992)+= PZB(1988)¢] E Al 7|dE SAstA &i, A0S
Z=23to] SERVPERF =&< A5k

o] %o Cronin and Talyor(1992)7F SERVPERF =82 47] AH]2 4]0l
Agele] A% B9 A3, SERVQUALRT Hd AR 4

SERVPERF 232 SERVQUAL = 3ol #Hls] E&2 | kAo Eo}l 3
9] B2 d7AEe] SERVPERE &l 7|23 Mul=gds S48t 3l
Y Brady and Cronin 2001; Churchill and Suprenant 1982; Duncan and Elliot
2002).

83 Gronroos(1983a)oll ¢JstH 7|t A u] 2= A7 A H] 2of o]sle
Au) 2~ EZ o] HrlEitia dhth 3 Gronroos(1984)= A H] 2~ al
M50l Mul2x 7|Jo2REH AT BS AS 7|ste Aulaet AA A ZH

Ay ol @ 2R T ola) Aus Edol AdErn Fe A

PZBE S u|at5e] Auj2 F-] @ Hrhe 7lieh A A 2 o
A 7ke] Zpolofl s AAMHEY. ol <E 2-7>3 o] PZB(1985b) ] ol A
= 10744 2kdell A A A sel o, PZB(1988b) A 7+l

doz AA AT

vz F3 AYL

1

2
A 5704 A 27 &
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3 2-7> PZB Aul=F4d AA 89l

1070 24 1]-8-(1985h) 570 A1 | WI-8(1988b)
X < 1A Eoly]ll O &A X F
g | S AT RARE £3 WA@E T .
o), B AR, A B3 %
A2 | Az QRsde] AR P84 24 =R
A2 Al ALY AR =64
W4 | (FAAA Anze] AF, A% 9 9 24 | 84 35
5)
- Al =g AFsts Zagh A Fa)A
T Aoy e A& A4
o o] 2 e dldn =yA THL
SEERCES
284 71909 A8 3 AAA, B3, WA F ol o 3}
S =
A IR E
k¥4 Aol ofHo e o] A 235
Aulz GRS QALs, A AE 7leol= 2499 A2
_]
AnzE |
My Ay, A zo] == 88, A
o Ay ol W3 4%)
7199 H b Adste] 4% 8ol 314}
A (Aqu)2= A "ol Helgk 9%, As AT a7 of Al
WAL ERA S) gy | FEE
Ao 2FE oldlstEs =9 LER
mAole | (mAe] &7 ola, A A, ©EF mAe USRI
A4 5) B

AR QAN “FEAU FAacle]l DAWS MAE Akl B ATLQAATAFT

pud

A A3 27 43 7y

A #5478 & 9ok o
H de won, 4o A4 Rak Az dds 4ol 40 A 3
g weThn B 5 A
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E3E Carmen(1990) MM 23yt Aol w3 A5 Fs3lon,
AMulzs Fd TR TEHZU ofmRg it glojA wWEatA <14
&717F ol ohal shdvh elan ae] Sy ¢ doas 7

of gt dAd = o B gl ofsii AMH|a Fho] AgHT

al skl

A2 A4S FRE 9% A2k ALl Jgle FAREL Fasl 7
2z Qlek olsh SN ANAELL ZAsE A7 AAHn gow,
53] AMujxs F4E& SAstE Fiol lolA SERVQUAL©] PZB(1998)el ¢

ol
2
=
e
)
)
ol
2,

SERVQUAL ZAo] Mul= F49 SAS gl B2 okl 585 3l=0
T Eastar AR VI E S48k Sl ded, VIdE s 22 A,
SERVQUAL®] Zfolol] thgk Al=Fst 9L 57) el g A=Ay gd4d & &
L o FES A7|eigktt. SERVQUAL A 293 += 2] Cronin¥ Taylor= A

=49 =AHw el SERVPERF =4 R ES 71269 (Cronin & Taylor
1992). SERVPERF S4E® 2 Axp Aol ojak Muj~ F3 SRR oy
o}, ARl 2Fd, aAwS 5o AAE R

N

SERVQUAL¥ SERVPERF 4] st /Mdd, WHE2 A 2 280
ddd A Aot AE &l tisk T o] WHEEHE =]
Ha e 71 Teast 7Ny, 2 =W EA|HE A4 3sal Evaluated

Performance Framework= #9833 tHRichard & Allaway 1993; Parasuraman

et al 1994; Teas 1994; Cronin, Taylor 1994).
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A ~Fd 2 Ad AT kel AMul~Ed #AHl A
52 A 224 A 32 H+ 62+ A 32 A+ 224 A
Parasuraman Brady and A8 -5
Gronroos(1984 . A (1998 A 4= 2H(2001
et al(1933) (1989 Cronin(2001) | * 13 ) 192k ) =-(2004)
=7
7% 4
34 o39)
- oo s = ooy A
T34 NEAED | AEAE a7 T
N (#4EF4) 4 e e
ﬁﬂxg
! 2| DA 8] 2~
wrg Al
B Ak
ramas | EER
= A 32 A RS =
amy | EAFE L aaeg AA NEHED
(Ax4#4) shod A
g " 2 /o)
o e |
2187
AR AN, HEA, RGN el A AED 2 Aol wA we] wAE AA
gk #sk A" 2007, po

Aulz Fde 4 el sl AgomH4on g HIHe,
Gronroos(1984, 1988)2] #d 3} PzZB2] ¥ oltl. Gronroos(1984, 1988)+= A]H]
s Edel 244 Adow FAHC fltm weth b AU F shue
‘714 FH(technical quality)”’olth. ©& 3stub= “7]6%  # A (functional
quality)”24] A Eo] AMu]~ FES de AAFA =, “ofEA(how) ol 3l

Tz FZo|th 283l SERVQUALS AMu]x 4 5714 LA’ =2 AlF
A (reliability), -3 %7 (responsiveness), & 7+4d (empathy), 2414 (assurance),
8 A (tangibles) &2 K. TH(o]F-A4], o] 2001).

<+ 59|, SERVQUALS FAsAY 83 g5 &5 S8t v
(Boulding et al. 1993; Cronin and Taylor 1992; DeSarbo et al. 1994,
Parasuraman, Zeithaml, and Berry 1991, 1994; Zeithaml, Berry, and
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Parasuraman 1996). ti5-#9] +=4d RIS 7| SAHS A o

W, “IpgEAT WA ohue Ao

mﬁ
o
&
)
ot
o
i
_>‘4_11
o
o
2
[-'O
ol
ol
bl
30,
ui

o]+ Al, o]FH(2001)%= SERVQUALY 57FA e Aysd 845 X3
kol TS At MM agdSs AAEEd ARFLY F o=
A4 ek Ao

Brady and Cronin(2001)2 AH]2~ #32 F25 37F4] Ado =z +A35
ada ZF APEeS A5 A8 FF(interaction quality)’, ‘A #EH (outcome
quality)’, ‘&% %7 ¥4 (physical environment quality)' = ™ % 3}%ch(o]f
A, 2dol, 2003).

<y 2-5> AMu|~EF BE o] vl

2-78 O T 3-3| o

: ~
-\--‘_—i—_--’/
( 'r..:hnlnl\\ Functional -
LIS WY = (=
What

How

{Grénroos 1984,1988) {Brady & Cronin 2001; Rust & Oliver 199401 43&)

AR 1 ol fAl - Bok2003). Auls FAe] 7 Aglo] €S o MAE A del oiE
T TaAE T 18(4), pal.

wElA B Ao A= 7] =2 AFE9] Gronroos(1984,1988)2] 2-2F¢d

HAoHoR g, Ao Mz Asfdd wet ‘B3 HFEHA"S F7}

o ¥ 3-xY HEWHoR Mula 32 98 Aszg 27 AyEA
o

=Y FAEEE FAEE Aoew Hokt
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M| 2=F o] tig JidE AR g /dR1A ofdA e thE At
7} A% 5 A th(Iacobucei, Ostrom and Grayson 1995; Dabholkar 1993, 1995hb;

Tacobucci, Grayson and Ostrom 1994; Iacobucci, Ostrom and Grayson 1995;

Oliver 1993).

Bansal and Taylor(1997)= n2w+<3} Mu|AFd o] =2 A3
5912, Dabholkar(199%5a)«= @714 w33t A714 #xlelA F 7iddel o
A ekt el g Hele =
el el AbdH oz A Q| ZHgo]l HEepAom Adste] LA F

s+ Al g] A (Oliver 1981)"8F& A o]t}

=
A o] T_Q_tﬂ— ﬁx%g/\o]tq I HEo Al A /ﬂ]ﬂ]{\_ﬁ%’ 24 Ao =
O~

o AFES AuEd AMulAa g4y 3 W Zhzbo]l AUl gl
&0l t=2w, F i Atololl= Q13 #AVF E=Agvk= Aol thste] Wl
A solsta e etk add Fod e ladAlel W= AsirE A
Zhe] o lrk(o] 8k 1996). whekA]l Woodside et al.(1989)% 4Bl FH o] 1L
A ko] MM Selal Bekow | Bitner(1990): 1 WhEHo] An|A E A O
APASFeta BE A= vt

A RE HZo] Aol Au|=F Aol nAREe] HeW oz}t SyHe
2 Ha el fA, A9, AAY 1996; Anderson and Sullivan 1993;

Cronin and Taylor (1992); Oliver 1993; Spreng and Macoy 1996).

Taylor and Baker(1994) &< Aol &stH, Aujx F2 3 aA4wks 7o)
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Fishbein and Ajzen(1975)2 35 °|%=7} 7He] Ejxe} 5 Aol w7y
HEE QA o= Jilel F#HA AHE oudtta stk =3
Zeithaml, Berry and Parasuraman(1996)¢] <¢l-fol oJspd Mu|AFHe A&
I oAuj e g 7+ 2 AT E T e vkSe] Ag HAYcles X

24l Jhd ol

w3l 5ol thall Zeithaml, Berry and Parasuraman (1996)+= i17)0]

g 71de BAE ASHeR & AJA oy vE V|der fAE A

¢

Aol e NEE el on], SHFEODE Aol EER HHHN 4
R RS FWEE TaFE NS BFAEG sk

(i
o

Goode & Harris(2007)= Q1A Q1 H7Eel A Fx=25HEH A
L& AYa 5AHE d5& FaAsty] 98] ="Hstazt sk oA A0 AF ol
gl P E Ao IA TR, TGN, FAdE, 2015).

Dabholkar, Shepherd and Thorpe(2000)= AH]| A% 2 PFo|w A=

s

o &A% AZHA RYS(Q LATF->PEo e, AHAEFEA->3 59
4

g B A B 5 vk & Aus FPol AMTW u wEo] FYshu,
Hul, AFHoz sl Hrg P

Aow AZH Av(o]iA, o]+ 2001; Caruana 2002; Dabholkar,
Shepherd, and Thorpe 2000; Rust et al. 1995).
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A=
E-{H
i
(e
AC)
1
r 0
o
D{M

Ao Aol Aus FA SN et el Aol =

Hu, AYwS EZHst= A7 5 o]FH(Andaleeb and Basu 1994

meka] 2 AFtel A= Brady and Cronin(2001)9] B3-S 2 83to] Jo4&

4, A0EQ, Beld BPFAR BRSAAL VA ARAT AnE w0
o “PEAGEAL AT Az FHAve Uod wAe] FA= 49
sha, Auls Ae9dhgs) BAY FA=A0 FLA9 HEs PFo B I

Lo S48 29al SAFEL VS dAFEAN FEHoR AR

Mdoly &S AFE3Larzt 3 tH(Brady and Cronin 2001; Driver and

o2 e MYl AETeE AHYsHtH(Rust and Oliver, 1994; Czepiel,
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Ao R Aeeta, B4 Al
H eFth(Bitner 1992). 42

18] 3 Brady and C

=24 ﬂ7jJJr

Aoz 4t

A3 4 3+7 (social factor)S

ofM I Aol M= HiAlE A wEb 2

24 &7, A&, Al AduA

7H HAE ARE Agate] 2489

ol el AFATAINE

BEE FAAAHN RN AFHE AHjzse] =
3-2>9 ME4E 74 YAE Huw =4
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<E 3-2> WFe 24
A =AW 23
B02. Hrld gF7|e A2 HMoz Aztela et
Brady and
2B HHY QJFr|#e 1A AeE A 712, #estgnt Cronin(2001)
(= :
O Bs. Hua gFme ok AL A3 Aue] Sasn Driver and
=4 Johnston(2001)
B06. Elnd dF7|He goz AaPd Auja g dis] A Gronroos(1988)
et
A08. AL AAAFMEEHE o] &3] =%
Czepiel, Solomon,
Azt |Ald NA QIEY AL 23] A EEEB e THIAL | g
F4 A5 4% AB, 99 5 &Y Surprenant{1%65)
Gronroos(1982)
Al6. gujde] obA An) 9 woke AFE = 9
Al10. 3A, &8, A9, "AE & AdL2 o]&sl] 9tk
Bitner(1992)
=24 A03. ol FA| T 9 elyglAaaE 2] 49t
s L s S o Rl — k. Brady and
yulide) .
o | AOT HIEAE olg3k] At Al st Cronin(2001)
e ol ZHPKAB)
All, slE 298 J1EE o] 8317] A Fh
DOL PARR Aol A u)d 1] 2iEApEe] Ao Auka oz wEgi)
o —— o o Zeithar, Berry
Doz, FART A AE ) Al o] 8o Hutd oz nkEdit) and Parasuraman
o=
D03. Aol e nd ol Anby o vt
Gk and a7
oL FOL 435 A A9 A% o 8% o 9t oA, 47
ko)
" R0 theol® Bag Aol AE 1 de) AU As o] &8 Aol AAL(196)
Jo
FO3. U2 Algho] 2918 Haithd ikel=ralol Aein|dS: 4= 38k Zo|th Wil SR
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0o
FH

2o EA
AT ATEN AlgE P 5EAS And AEEe
8(56.2%), oA 999 (43.8%) % “ERG o™, A#EEE 200 o]s} 4378 (19%),
30t 8574 (37.6%), 40t 677 (29.6%), 50th ©]4F 319 (13.7%) =2 EFth 218
A FRY AFARZE Falo]l 12% 07 805%F A G o, AL 9
O 2 447 (195%) 0.2 FALE AT
o] #3155 A A 13 o]3) 599(26.%), 2~53] 987 (43.4%), 63] ]
& 6978 (30.5%) 0.2 vERETE g A S it B AP ol 159 (6.6%),
FA/AEY 1027 (45.1%), Bab/714 89 (35%), Ai/71% 2178(9.3%), HA4
179(75%), % 267 (11.5%), =2 9] 71 374 (16.4%)

obt <3 4-1>2 ®&E9 ARbHQl 545 QoFek Aot

<E 41> AE2A e AuA B4

T B H = H] 5-(9%)

A9 A 127 56.2

o 2} 99 43.8

20t o] &t 43 19.0

o123 30th 85 376

40t) 67 296

50th o] A 31 137

- ot 182 805

AT Bt 9] 44 195

13] o] 59 2.1

o] &34 23753 98 434

63] ] 4 69 305

Zd 15 6.6

B /A 102 45.1

A/ A 8 35

4 REYES 21 9.3

314 17 75

E 2% 115

71} 37 16.4
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