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Abstract

A Study on Influence of Security System in Busan Port on

Customer Satisfaction and Customer Loyalty

Lee, Sang hun

Department of Shipping and Port Logistics
Graduate School of Global Logistics

The purpose of this paper is to test the relationship between port security
quality, customer satisfaction and customer loyalty in Busan port for ship
owners and forwarders using Busan port and to —analyze logistics security
activities in ports and the cases of major countries that play an important role
in the logistics supply chain. Based on the results of this study, I propose
policy measures to improve the logistics security quality and port service
quality of Busan port that can improve customer satisfaction and customer

loyalty. The results of this study are summarized as follows.

Firstly, regarding the level of security quality of Busan Port, logistics related
organizations such as shipping companies and forwarding companies using
Busan port are generally recognized as positive. In this study, the security
quality of Busan port was divided into technical factor, facility factor, human
factor and system factor. Among these, the system factors that are composed

of the security document rapid processing, the rapid response capability, and
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the strictness of the cargo scan are evaluated as the best. From the viewpoint
of the user, technical and facility factors are perceived to have a lot of room

for improvement.

Second, service reliability of Busan port is the highest among five service
quality level perceptions, followed by ship safety security level, ship service,
ship equipment, and operational efficiency. However, in all five variables, the
scale score 1s 3.7 to 3.8 out of 5, which is considered to be moderate or
somewhat insufficient. Among them, it is recognized that security related
operational efficiency is the least, and it is necessary to improve it.

Third, the highest variable among customer satisfaction perceptions of
security related to three ports of Busan is superior service. And then next,
service reliability and superior port infra-structure are in order, but they are
perceived as somewhat insufficient. In addition, in order for Busan Port to
attract ship owners continuously, technical and institutional factors, human
factors, system and institutional factors should be improved and developed in

relation to port security.

Fourth, multiple regression analysis results of the quality of port service
quality and customer satisfaction showed that all three security quality factors
have a strong positive impact on port service quality. Among them, human
factors are the most influential, so investment and improvement are urgently
needed. In addition, port service quality and customer satisfaction have a very
strong positive effect on customer loyalty, which is a willingness to continue
using Busan port of shipping companies. Therefore, policy consideration for

improving security quality is important.
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The policy implications of improving and improving the security quality of

Busan port based on the empirical analysis are as follows.

First, policy support is needed to improve security quality in order to
maintain and expand the port of Busan Port. In other words, we need to
upgrade our security management to the global harbor level and invest in
training to ensure that our security staff has sufficient knowledge about
security, and to improve customer satisfaction by handling security documents
more quickly than they are now. In addition, by investing in RFID and EDI,
security technology and facilities should be upgraded to global harbor level to
further enhance ship security level, ship service, ship facility equipment, and
operational efficiency. This can lead to a global port where customer loyalty is

high. In this respect, the value of this paper can be considered.

Secondly, port infrastructure is the most insufficient in the empirical analysis
of this paper, so it is estimated that investment in security related port
infrastructure is urgent. The government and Pusan Port Corporation are

required to make continuous policy and efforts.

Third, the relationship between port security quality and port service quality
1s more closely related to Busan port than Kaohsiung port. Therefore, in order
for Busan Port to re-enter the port hub of Northeast Asia, it iS necessary to
take more policy consideration in improving the port security quality compared
to other ports. In terms of customer loyalty, port security quality is more
important than Busan Port in Busan Port. Therefore, it is urgent for the Busan

Port to urgently upgrade its port logistics security system.

_Vi_
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In conclusion, this study examines the impact of the security quality level of
Busan port on port service quality, customer satisfaction, and customer loyalty,
and suggests policy implications for Busan port to become a global port in
Northeast Asia in response to changes in logistics environment I think it is

worthy of the study.

= Vil =
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ISPS ==, 1 A3 14 725/2004, vl=r AFA =2 T4 (ANOA) % A7tx=
TFA( EU 2004, Pallis 2006, Sadovaya % Thai 2012) w&t},

Sadovaya and Thai (2012)< °o]d9] A5 Aelstal % A} dnte] oish
a4 Bk a9t AFE o] 189 4 7HA WF, S Aduk F @wnk Al Bk QAL
e Helk Heb A, A AL #elo] BetR Ao o] Ao HA S 93
gub Al mel QAL #E ] Hel Bk HAp Bl AjagloR FFuk Hol 94AE

gub A HebS feiM = @Rt ZlE Al Bl AAH] AR Holok gt o]
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NII(Container Non-Intrusive Inspection) &< 71% <122}, EDI(HA o]y i
B 2 =84 B AECCTV, =% A, 9 = AW)E T
(Dhillon and Backhouse 2000, El=r 2007, Lun €] 2008, Lee Tongzon, Kim 2012,
Sadovaya and Thai 2012).
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Muj2s FHE B AFoA gFofxon drkd o R Zeithaml(1983)¢ <] 3
sJAkel Mul 2 A IH(SERVPERF)Ol that 7o) Q14 dgto= A ojdr

hs

A~ F4 SS9 B& Edo] qlon, 7PE Wol AgHE Y
Parasuraman, Zeithaml % Berry(1988)7} #|<t3t 5

AA), AR = e AElE w9), TS =¢Es 9A)
o AAFHE nHATIE ALY AAH 58), APEA 1AE FERE S X

§Hek SERVQUAL X 2ojth,

a1 SERVQUAL EH9o] sA= HS AFoqA AZHIUL. o5 Eo,
Carman(1990)2 SERVQUAL®| Parasuraman, Zeithaml, Berry(1988)e] ¢]af &<l

g e Az uslelw 488 4 Atk FH

T

a# Y Cronin@} Taylor (1992)= SERVQUAL®] AH] A~ w3 E5S Hlo
o wglad 252 SERVQUALY 7| 845 Wi "ds Ag"7bv nd
(Cronin ¥ Taylor 1992)91 SERVPERF&}= & ©f& 298 A otgic)

Qe AFINAE % AN A Anls FAE DEAT

kA A o A Ugboma, Ibe ¥ Ogwude(2004)= &5 M| £S5 43617 9
&l SERVQUAL =49 #-g3t} 33, Lopez® Poole(1998)& awk Ajnj~ %32
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gk Aquja FAo] gk nA w=ol sd& Anderson, Baggett ¥ Widener
(2009), Pantouvakis (2010) ¥ Cao and Chen (2011)oA] A &E =4 oA
E}o](2015)7F AlQtstdom wE® Al ] 2 F o] gnke] Au~ F4d o

@ wEE; gud Ansg g oOw adu P AusE A% A

sad st dwE LR

t}”(Oliver 1999, p.34). Bell, Auh % Smalley (2005, p.175)+ AAFTHEs "1179]
AR 8, aea 249 ok FEE ot ARt 14 FHEE Ao
d

2 HE9 PF F FEOE EFHIHZeithaml 2000; Chaudhuri and Holbrook 2001).
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