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Abstract

An Empirical Study on the Influence of the Determinants of Container

Port Service Quality on Customer Satisfaction, Trust and Repurchase

Intention: Focused on Qingdao Port of China

Zhang, Le

Department of Shipping Management
The Graduate School of

Korea Maritime and Ocean University

Recently, with the development of international tade, the environment of
shipping and ports had tremendous changes. We have seen the increasing
shipping volume dirven by the fast growth of China’s economy, which results in
fierce competition among the ports of this area. Great attention has been shown
to the question of a port competitiveness. Port competitiveness has been defined
in various aspects, we regard customer loyalty as port competitiveness in this
study. From the perspectives of port marketing, we found it is of significance
that the full understading of shipping carrier's satisfaction, trust and loyalty
towards ports will be important to enhance the competitiveness of the ports and

avoid the unhealthy competition among them.

From the literature review and the status quo of port logistics service
industry, we found both the service quality and relationship quality have become
the main strategy for all the ports in the world to enhance their competitiveness
under the environment of global fierce competition. Under the theme of customer
satisfaction in the port logistics industry and its influencing factors like service
quality and relationship quality, the paper intends to explore how customer
satisfaction is impacted by container terminal service quality , how customer
trust is impacted by customer satisfaction, and finally how repurchase intention
1s 1mpacted by customer satisfaction and customer trust. Four research

hypotheses have been made under the above framework.

The study is based on servey approaches, and the major container shipping

carriers and shipping agencies at port of Qingdao with the land offices are the



targets of questionnaire. A total of 218 usable questionnaires were collected from
shipping companies and shipping agencies in Qingdao Port and were studied to
prove the effects of determinants of Container Terminal Service Quality on
Customer Satisfaction, Trust and Repurchase Intention. Tooled by calculating
software SPSS 19.0, the effective data were analyzed by basic statistical

analysis, factor analysis and regression analysis.

In summary, the empirical results of this study are as follows:

1) There are discrepancies between the 5 components of service quality (
“Reliability”, “Responsiveness”, “Assurance”, “Empathy”, “Tangibles”) in the use
of SERVPERF scales as individual analysis tools in analyzing Container
Terminal service quality. Thus, the further development of more appropriate
measurement tools for analyzing the characteristics of Container Terminal
service quality is required in the future.

2) Among the 5 components of service quality, the correlations of customer
satisfaction with “Tangibles”, Reliability”, “Responsiveness” and “Empathy” are
found to be positive. However, the correlation of customer satisfaction with
“Assurance” is found to be negative.

3) The correlation of customer satisfaction with trust is found to be positive.

4) The correlation of trust with repurchase intention is found to be positive.

5) The correlation of customer satisfaction with repurchase intension is found

to be positive.

This research as its focus had analyzed shipping companies and shipping agents
as customers for container terminal services, however in future research,
individually differentiated comparative analyses of perceived service quality on

other mutually using the container terminal service will be necessary.

_Vi_
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Sloan Management Review,

"What Does Product Quality Really Mean?"

1984, pp.25-28.
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Vol.26(Fall),
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3) AbgAF 44 < (user-based approach) : %22 X Al wo upgt =t}
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A

% FTA* A (manufactoring-based approach) : &5 A X &Aoo -&3dH% 9l
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to requirement) = A 2] gt}
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o e A Wag g6l elrkn shelok

Parasuraman, Zeithaml, Berry(1985, ©]3} PZB)9: An]2~ F=2& “Auj~o $-HUA
of #AE HurAQl A 52 eE"ga ALYttt =, A7tE Aus #7249 gl
2 grofstar “AnjAprE A a7]go] Alaol stohal Zjdiste AN 29k A7 A

Hl=71de] Mulaabd 5 dabel] s A 243t AJate] Apol"ghal Aol gl

&, Zeithaml(1988)0)> A Z-l Anj 2~ F2 ¢ 7id

o
= Y
L Sgel dE A B ga Aon AdE Az 49 4AS e
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¢
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2) Auls FAe Nulze] FAR SAelelnrke B F4H ol
3) vl FAE BES FAR Y EE BEe] & FURA uEe ool
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4) C. Grénroos, "A Service Quality Model and Its Marketing Implication", European journal of
Marketing, Vol.18(4), 1984, pp.36-40.

5) A. Parasuraman, V.A. Zeithaml, and L.L.Berry. "A Conceptual Model of Service Quality
and Its Implication for Future Research", Journal of Marketing, Vol.49(Fall), 1985,
pp.41-50.

6) V. A. Zeithaml, "Consumer Perceptions of Price, Quality and Value: a Means-End Model and
Synthesis of Evidence", Journal of Marketing, July, 1988, pp.2-22.
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Z1et 71o] Alee AA AFE vwsts gA des Aotk Iy ER Mula 7
o AR e vlagto 2 AH| 2~ FHo] QA E =], o= Anzke] 7oek A4
I} Afolo] Qe BEUX] Amet wegog B 4 9ty X ZhE AMu|x F- g 54

o Thet 2o

3 AL A Aot
AR, AH 2 FALE ©A] Aujze] AapiEnt oyt MHA7F Al s FA7AE
1= g es Ausae Axel sl gk Hrtolrh
QA AH) 2= FEA
Fol Aul 2ol gk AFAL o]

REAp P

s
—
2
N
rlr
[-'O
N
2
i
e
s
)
sk
4
%0,
O

aAol qu|aT)de] Agdorw Fn =t AR AT Aus T AP A
Hlzso] dig wAel W Alolo] 9l BAN Ame} kel o8 Aulz EFdo| 2

4,
3. Aqul s FAe HrrE Y

o~

STTolEd AR 3 Oliver(1980)9¢] ATE AFte] A3} Bolton and
Drew(1991)10)  Lehtinen and Lehtinen(1982),1)  Gronroos(1984),12)  Parasuraman,

Zeithaml, and Berry(1988)13), Sasser(1976)14) 52 AMu]2x F4& 4uja T Hw

o
Ay

8) olfAl.olEd, "AMulAFAo] gt FEA A", "HF=Al ASdsin FIddTa, 1997,
pPp.254-255.

9) Richard L. Oliver, op. cit., 1980, pp.460-469.

10) R. N. Bolton and J. H. Drew, “A Multistage Model of Customers' Assessment of Service
Quality and Value", Journal of Consumer Research, Vol. 17, March 1991, pp.375~384.

11) Uolevi Lehtinen and Jarmo R. L. Lehtinen, Service Qualify: A Study of Qualify
Dimensions, Research report, Helsinki, Finland: Service Management Institute, 1982.

12) Christian Gronroos, op. cit., 1984.

13) A. Parasuraman, et al, op. cit., 1988.

14) Earl W. Sasser, “Match Supply and Demand in Service Industries’, Harvard Business
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oA uMs 7dFEd A4 Bluxtold M AZE fdor dA-aEe]
Asatar Aok

Gronroos(1983)199] A2kl AMu] 2~ F4 Eo| A& AZbe An|2ef 7]td A H| 2~
T A" Auls F4& AAsted AR #do] IS Yehia th F 4w F
A2 JI A ek A7 M ek vidieh Ao g AASA dd w
ghA 71l Ayl ofFoly FA Mg FuAARlE AANFOEN VA HI L FES
FolAl HW obg 75H FHY VeH F

2 )
AzAoz @/ Ar e A48 Auz FEe ol Sy i A% % A7

W 452 647154 EAAAT AGHE Aol ohyn A Auxs A
A Auzsote] Aolo] ofd) ARV The o] AZE Aus EQ LA 4 1ol
3 9o

<9 2-5> Azt A& FH Y

71t M| 2= AR ] FARAR- ISRt BN
]
ol m #|
7NeH F4 7e A F4
(Ad354) (Hg+4)

=

nAe] s Azzrel Aolole], EAl, nAel el JFL MAL AYYe 2l
FA, % ARUALY, AN &7, FAFE 5] wAHTh T AA, Aul FA
& Brka) 9 el ol ek WANEL 107)0) QAR Afew FAHAYLE
ST o FS ofel ATANE EUR that 2ol Ans FAY AYY RPL A

Aleklom o] e AW Gap REWolekal gt

Review, Vol. 54, November-December 1976.

15) Christian Grénroos, “Strategic Management and Marketing in the Service Sector,
Cambridge", Massachusetts: Marketing Service Institute, 1983.

16) Christian Gronroos, ‘Innovative Marketing Strategies and Organizational Structures for
Service Firm” in Leonard L. Berry, G. Lynn Shostack, and Gregory D. Upah, eds.,
Emerging Perspective on Service Marketing, AMA, 1983.

17) A. Parasuraman, et al, op. cit., 1985.

18) A. Parasuraman, et al, op. cit., 1988.
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Zeithaml, Berry and Parasuraman(1988)19& 11799l Mqu] A~ E2 2| 7}e 3 An|
2 FAE Ueus oY A F2A A ol os dFE womn, 53] AH| A A
Ztek FAL 1A AT-7|get AR aAFo] ¥ AH 29 A7} ALol ] Gapel FF
o & A=

B3 Gap 1-Gap 49
A719} Wk FAAH JgFS T ARAES A F, 19 Aul~ 7 die}
B9 A 7HGap 1, 49kl Aztak My 4 AFH(Gap 2), AHlE 58 ARSI A
Al 2 A8 (Gap 3) B AR Algd o5 AryAold(Gap 49 = Ao¥= Gap
52 AMujx EAolgta e, o] AE Gap 5 = f (Gap 1, Gap 2, Gap 3, Gap 4)& U}
Bt} o] BEe MulA Algatel Aol SHo A AqHA FFo] ofdA FAHHIL o
g3 450l ofgA AuH UevtE E=Asteta ddow 72 @A Gap 276 4

FL Bt Gapd) F& FAAVE AAE THEHU A)s FAY £EE W

Py

2]
TRl qFASETE olE5d T2 Anls wEE dAEA Awse
2 93} 5

Gap 5

=
=

Aqu) 2 Azt

AR e
Gap 4
A A B A Can 3
Al B Ay CENCRENS
Gap 1

AG7AA Au) 2ol FAN B =l A Aulz FAL AFAFHY Gl
& aAe Ggeld BobEolde Bk A& FeAPd, Aus FAL A4d EA
24 39 AN 2s AusE 3

wse] gpeloln AART webd Aujx FAe AW % mgelq AnE vish o)

=
=
=
_l\l
o
N
5=

2
o
fr
o,
N
XN
ofr
o,
rlr
3
)
i
2

19) A. Parasuraman, et al, op. cit., 1988.

_’]6_



Mul s F2e] 75 Ad2 aAe] MulAE oA AlFeerkeh MEls AlE 3

e o9l AYsertE el Aolw FuHor A5 Aol Ak olrh

[*]

olglg oS THLE Myl FH9 Hrtigoer x4 A5 SERQUAL,

SERVPERP, EP %o|t}.
1) A1 Z-7]t) 23 (SERVQUAL)

PZB(Parasuraman, Zeithaml and Berry, 1988)2D2] AH| 2~ %2 3 7}= Oliver(1980)22)
o WEHE JEEE JU-Ay EdA RdS EURZ sto] AMujx Fd 2E9

SERVQUAL=S 7HEstgivh, ae] MH|AE W= gt 4% A Zb3h o] AH|x

& W) Aol AARE Jldeke] Aolw Aslshi thg mAel AN FRE & drkw
sl
SQ = PS - ES

SQ = M¥l2~ F4, PS = AzkE AR~ F4, ES = 7|0 AR~ 4
ES>PS o], SQt w2y A Rik 53
ES=PS o¥, SQ& w2 3

A

ES<PS ol¥, SQ= o]d4el =

PZBE Mul2 ¥ B/HES A4sy] 9ol Muls Fadu pew g2 o7
Aulze E4 A48 A4, 9, £94, 59, 48, A
ARUAIH, DA G olsel 107 A2 ARG 1 F AFE Bahol AR
AEgel e GBe Haste] 1A Azt Aulz EBAL 24 98 27 G5

=
570 =d<l T (empathy), 8FHEA (responsiveness), A 2 A (reliability), 414

20) g, "ZEe|FNe] X2 AuIAEAl] Het AL, Shaofdoiista, 2001,

21) A. Parasuraman, et al, “SERVQUAL: A Multiple-ltem Scale for Measuring Consumer
Perception of Service Quality", Journal of Retailing, Vol.64, 1988, pp.13-30.

22) R. L. Oliver, "An Experimental Study of Consumer Effort, Expectation and
Satisfaction, Decision", Journal of Marketing Research, Vol.17, 1980, pp.460-469.
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(assurance), f+8A (tangibles)®] ThaE A =E 7)@a}4 )

Mul 2 A9 1078 293 SERVQUAL®S 57 2 H=e the <& 2-3>3 2t

FE 2-3> MRl FA] 1070 A3 A e 570 A

Al | SERVQUAL e
- 2] o] # o
=479 3 2 SERVQUALAY 9] A9
Z 1 A]
Ht- o A
AN AT oo AL wEetE AAE BT DAl A A
< (empathy)
a7} o] 3
© X
wey | SR DAS A A AN B AT dEs B9
(responsiveness)
A2 A ~ _
A1 EA e oF&S S FAT 4 Adv Auj~T|de 5
(reliability)
5 9
o A a1 Aol JFA A Ao digk od, AP e} 2AAHS
24 (assurance) |HE3lE T
kA A
o = 34
T34 ) Ay 2=A)d 3 gn) A8 R AFYA A
(tangibles)

At&: A. Parauraman, V. A. Zeithaml, and L. L. Berry, Delivering Quality Service: Balancing
Customer Perception and Expectation, The Free Press, A Division of Macmillian Inc.,

New York, 1990,

el FAS 2A587] 93 P-E 282 149 A ZHperception) @ 17¢] 7]t
(expectation)E =A3sl7] 93] PZB7} A& Holn o]nde ofA7tA| A

=
b = —
Al Aol A g sk A o] &5 e a7 ZYo

|\
oxl
QL
N
o
ofr
to
=ol
<
O
c
>
—
o,
A
M
rlr
Y
=
Ll

PZBE Mnlxs F4S clge S e

I 3 Fapell AAAM 4, BReHAN 53] fof oAl HE=A](should)2t= v 7F L

Ao Al vPAH o R = =

Zol7] §aiA “HE=A]” tjale] “$-4=3k(excellent)” A H] 2=
=

=
=
ATFARGRL HE FA AFH PAHL FolEo] £F

1 adE B A ognle] goleR vl
SERVQUALE 9| 384 ofjw]= thev
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w, = £459 ME b& T845 7L de WY rteHe 89
_ 2~ . =] .
P, = %4 job peste] Asw Avlsd gia AgQle] A7t
_ . 2o B ST -
E; = AzZtigk #dd HA jol oA e Mulz FE g 7]
3% 2-9> SERVQUAL® A& <7
PZB Carman Finn and Lamb Babakus and Mangold
(1985,1988) (1990) (1991) (1992)
HMatalAl, ZSAHSM|ElOl0] A=0{, Of
My 2, HESAL 2\3a(ME, I | oY BR A0 |HH
&, M HasS=2d
zE9| 37| 298-487 74-600 58-69 443
T & Mg of A
HEA 74 I A I A I KA
gEA 7Y PZB(1988) 2 RAL | niogg) 7 Ap |TZB(1988)3 AL |PZB(1988) 3 RA}
Fe MEE#el H e S HB= 233 H¥ce=z H
= T¥H = = wmg gy |DEUS %
2/ 2] SERVQUALEH=2| o = = =
oy = 2271 &= 10-1774 &= 2 &= 157 &=
SHA=x 78 Mz T ME 58 Mz 58 Mz
SctRto| o8t X
yex me SEmA SR R eIV SN
]
LISERL 22EY
AEzEAM QIEA QOIS A
F - - - SOIEAM LISREL
Mz
, 0.87-0.90 2 0.75 0.59-0.83 0.89-0. 97
(Cronbach’s a)
2 Exlo - o 50 A2l (fit0] Z |57 AfR(fit0| ZA|
Z SRt = 5 At 6-870 Argd X ore) or2)
108 =z oA 57
EfEfy R0 0.57-0.712]| 2 Afotst ZAtotet ZAforet
AO|E MY
Babakus and Boller |Cronin and Taylor |Brensinger and|0" Connor et. al.
(1992) (1992) Lambert (1991) (1994)
A x AAIAM B 9@ HI-O:'A-"EI k“ B A A He
& 24t M7, TEAAIMB[AL ea HAEZC AR S A H[ A 2
zE9| 37| 689 660 170 775
M=EA 74 PZB(1988)2} S A} |PZB(1988)2 S AP |PZB(1988)2} S Al |PZB(1988)2f S A}
T2 MEHEHH H - -
4 GEA g sdery  HHAS e
218 SERVQUALEISQ| o = = =
P ST 22 = 2 &= 2 &= 227 &=
SHA=x 78 Mz T ME T ME 78 Mz
MEA & PEZTAL HE = AL PEZAL PEZTAL
o|E A
ET =EEs LISREL 2el2y yewgEs
LISREL Qo=
Mz
, 0.67-0.83 0.74-0.83 0.64-0.88 0.79-0. 92
(Cronbach’s a)
Z AL £ HESHR A2 570 At 570 At 570 Rhed
M ZZE/ 3 0.59 _ Met® ZZ0| cfsf _
ChA{ == H AfOFSEF == 2 Afotst
EI-CC 9[ AFJ— 4_[-7;“ E%II |:|A|'|_"|:| O399I il_ol gno;' I:IA'-I_'-I:I
Al&: Patrick Asubonten, Karl J. McCleary and John E. Swan, “SERVQUAL
revisited: a critical review of service quality", Journal of Marketing, Vol. 10,

No. 6, 1996.
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2) A3 2 & (SERVPERF)

O

Cronin¥ Taylor(1992)2)= Au]2 4 H7PW % SERVPERF7} %743k W7}
=]

G Auls EA - DAVE - P wshe] BAS W= AT AspeA Aus E
= gkl Adstsm FgHolof s AZwozE Ptk s 733
o} &3k PZB2] SERVQUALY thak 7d 4 Ao tisk ZA4e} 7|thSAol tist A4

ofr

= A7lste] Aag A9l SERVPERFS AMul~ &4 S4d ARgstefo dthal 43}
1}, SERVPERF R d-& SERVQUALIA = AbZo] 7Fs3r W7ke] Adld Fax7t 4%
HA ok wAe] Muja EH sk y|dlEde] fi7] wie] nAEe] Hrlst=dl o]

NERS BFE 5 Uk kel Yk

T Bsta AFAQ Wel A= SERVPERFS A aain| 2~ F4
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FAo O HEg ﬂ%é}%tﬂ F89 4vo] A,
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_|>i
N
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N
oy
ob
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_I_/
=
[
on
of
_‘>i
rir
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lo

L

Ak el A
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r°"

A, Ao mdt AN AEdS S48 WY oS24 SERVPERFZF St o] =
T Cronin and Taylor(1992)207} 7138t =dl, o] 22 SERVQUALS =4 tjjot
7] %Soﬂr Qe FolA AR e o] dom, AFoA ZHA Al

i gl WRol 7] st

o2

_\-‘JHUHI

S

Y

rE
o
Hﬂ
O_u

MU A~EALS Au)xe 58 Ao 7| xalA =Ast1A = A%+ Cronin and
Taylor(1992)290] o8] A Y= At} o] Se AH| ~EA=4 3} (Performance) 2t = Z24<
#%shn SERVPERF#T 3@ gozs AnsEas Auzse Jazd Z4sns

© =85S FHetHA AuaEd 49 gEARAQl SERVQUALY gk v 3-& A
o]5¢ SERVQUALY t}3 vz SERVPERF| t)d £3534S Agstd oS

AR, 2HAEE Aol UE A 3] wae] J)xd geelA uan Au
0d g B udE A nn Rt 242 Atk nE Adgezs 4y
Aol sk 43 Haste] 1 AolE A& O ANT i AW WAnE 1
27 & 5 Qo dstE Z4e] ARHAL we] Wel Hojstef du EF gy

23) J. J. Jr. Cronin, and S. A. Taylor, "Measuring Service Quality: A Rexamination and
Extension", journal of Marketing, Vol.52(July), 1992, pp.55-68.

24) ]. Joseph Cronin, Jr. and Steven A. Taylor, “Measuring Service Quality: A Reexamination
and Extension", Journal of Marketing, Vol. 56, July 1992, pp. 55-68.

25) J. Joseph Cronin, Jr. and Steven A. Taylor, op. cit., 1992, pp. 55-68.
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i e = e

N

Asr 5ol FA Aol b 7] ol tk(Oliver, 1980).20

%4, Parasuraman, Zeithaml and Berry(198527 1988)28)%= 159 7| AT1ECIEH
5 B3 AT ATl v/ EUX BRES AU aFdd A &ete] MuaFds A
71t &= R 3tsk it O]Q]r 2 Ml =FA ko] g v sl o dukstE A
Tk Afoleo] Aolo] #Ek FEoA UElE dukA<l
Atk =, LAY BFAEe] MR A2FE I ko] gk o] &)

7

7}
557 Adgns 2AEE wdete Aol

Ry

=l

JES £

AR, A 2FAE BTt FA Ao 224 Aoyt e AnaEde] &
BT 7F B=ol A% 2244 Aok A7 A= ¥ B2 "7 BRE . o
£ §1381A Cronin and Taylor(1992)292 oje] 7}A] B RS HESUT o714 4
T =49 Y oEy FES AgFs] A Aolgtd “FTEA -T2 =(adequacy-
importance) 2370] 7Fd a3AAS & 7 Utk o] BYPA = ofH AlFe] BT

AFolt Aul 2ol B4 AL Qolde] Aol thF 1 Aol =it FARE 7E

@ w7kdn 4oat. e A94 2ne oA 4% uesl A9l Ey A9E o3
s 9ee e 1 Atk oA AuaEd FHsdont o8 A g
A7te g Rol BFats ANEE AZdEn ¥ + U

A, A%-2e Wolx & wj SERVPERFE T ZH = Ao 7] %3 Hqu2Ed =4
& Az 7149 nAE AuzEd Az e VA AxE AT F Ut
Z, SERVPERF+= Aol Al AlE AubAQl Auja%d dE Aed + Ak 1
ga o] Age A 5A uA FJdHz AXTE doll S Qluh o]gk o)
SERVPERFE AW~ ZGA7E wAe] Adubzel Mulaidel digh Bies dofrs

i &3 s Aled

StAIRE Muj 7119l B gA7E SERVPERFE Abgstol ozl Aazfy 54 4
Goll it RS 271 A= B SH7F Boeirh 53] Muaidd Hmes Mus
Az g g 29 Fx2E JHIY webd 54 AdelM MujaE el e

al

A4S 7892 de AAT AR Bast Auja Azt Aol dEhl=

) Richard L. Oliver, op. cit., 1980, pp. 460-469.
) A. Parasuraman, et al, op. cit., 1985.
28) A. Parasuraman, et al, op. cit., 1988.
) J. Joseph Cronin, Jr. and Steven A. Taylor, op. cit.,, 1992, pp. 55-68.
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30) G. A. Churchill, Jr. and C. Surpernant, “An Invetigation into the Determinants of
Customer Satisfaction”, 1982, p.492

31) Robert B. Woodruff, E.R.Cadotte, and R.L.Jenkins, “Modeling Consumer Satisfaction
Process Using Experience-Based Norms", Journal of Marketing Research, Vol. 20, August
1983, pp. 296-304.

32) R. N. Bolton and J. H. Drew, “ A Multistage Model of Customer’s Assessment of Service
Quality and Value”, Journal of Consumer Research, Vol.17, 1991, pp. 375-384.

33) J. Joseph Cronin, Jr. and Steven A. Taylor, “op. cit., 1992, pp. 55-68.

34) R. K. Tears, "Expectations, Performance, Evaluation and Customer's Perceptions of

Quality", Journal of Marketing, Vol.57(Oct), 1993, pp.18-34.
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35) R. Kenneth Teas, “Expectations, Performance Evaluation, and Consumers' Perceptions of
Quality", Journal of Marketing, Vol. 57, October 1993.

36) R. Kenneth Teas, op. cit., 1993.

37) R. Kenneth Teas, op. cit., 1993.

38) R. Kenneth Teas, op. cit., 1993.
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39) R. Kenneth Teas, op. cit., 1993.
40) A. Parasuraman, et al, op. cit., 1988.
41) A. Parasuraman, et al, op. cit., 1991, pp. 420-450.
) J. M. Carman, “Consumer Perceptions of Service Quality: An Assessment of the
SERVQUAL Dimensions", journal of Retailing, Vol. 66, No. 1, Spring 1990.
43) R. Kenneth Teas, op. cit., 1993.

44) R. Kenneth Teas, op. cit., 1993.
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45) R. C. Lewis and B. H. Booms, The Marketing Aspects of Service Quality, in Emerging
Perceptive on Service Marketing, Chicago: American Marketing Association, 1983.

46) D. D. Wyckoff, New Tools for Achieving Service Quality, in Managing Service Marketing,
Operations and Human Research, Englewood Cliffs, New Jersey: Prentice-Hall, 1988.

47) B. R. Lewis, “Service Quality-An International Comparison of Bank Customers'
Expectations and Perceptions", Journal of Marketing Management, Vol. 7, 1991.

48) L. Randall and M. Senior, “Managing and Improving Service Quality and Delivery",
Technical Communication, 1992.

49) G. A. Churchill, Jr. and C. Surpernant, “An Investigation into the Determinants of
Customer Satisfaction", Journal of Marketing Research, November 1982.

50) R. N. Bolton and J. H. Drew, op. cit., 1991, pp. 375-384.

51) Christian Gronroos, op. cit., 1983.

52) A. Parasuraman, et al, op. cit., 1985.

53) Sangit Chatterjee and Mustafa Yilmaz, “Quality Confusion: Too Many Gurus, Not Enough

Disciples”, Business Horizon, May-Jun 1993.
54) Christian Gronroos, op. cit., 1983.
55) A. Parasuraman, et al, op. cit., 1985.
56) A. Parasuraman, et al, op. cit., 1988.

_26_



stof Aol ek AwbA el Aoy A Aol

Aol s A

1>
ol
ol
rlr
i
i)
S
el
o
=
rlr
‘H il

17k %

A Em 2uRbEe 9ste] A H = MElAFES Mu|ATIdo] Alg ol & i‘jlx}
=0l Zltets Mujast 7ol AA® AlEe AMujzo] disd AnjaRbEe] 1A sk
Aujzaoke] Bl ZRE AEE =, Gronroos(1984)38)= <1¥ 2-6>3 Zo] 7giE A
Al aop Az Aujzo] 5 7k A e os) Mujagde] AAETa BYE A
Alskith AHl=Ed e Ve Ade Addow Hrtd 5 e Addd
o] Gl Fole
e B %Uﬂx}ﬂ Fo A

Ao 75A YL uMo] AH

oo T

Ir
i
Ll
i
o
=
N
o
pos
rlo
X
=
[
fo
=)
i
i,
o,
2
:‘_1‘
™
s

o
o
el
i
\1
f
i
i
uj
=
rir
>i
_EL
N
!
2
o
fetl
[-'O
1>
i)
s
)
rlr
PO
s
e
rE
2
s
O

Parasuraman, Zeithaml and Berry(1985)59+= 23], A H]~Ag, A&7l= FAE A3}
o Hl 7HA FEHY ARlaE AlTea e AHAES ddE EZAZIERHR
(focus group interview)E &3 Ao] AMu|2FAS Hrlele Vo2 AlFEA
(Reliability), 4¥F8-d (Responsiveness), ‘&= (Competence), H<7Fs”d(Access), o4&
(Courtesy), #1447 °] A (Communication), A1-&%(Credibility), ¢FAd (Security), 37]0]
& (Understanding the Customers), %4 (Tangibles) 55 Aotaldrt. o]2dk 10714

Wl thsto] ZfQle] Zdists MHlA FE AR Azd Muls g ke Aol 7t
Ao ® ARtstar, o] 7|Eg “MHI=FAY] 484" 53]

MRlaEd s A3ls

o).

SA|RE o] o] 1070 Aol BF A AL ofyth o & 5] 418 %= (Credibility)
U FEA (Security)S oFF 8= Aol & 4 vk o]AS TAXLIFAHFE
AR AR A V1 zEA pEE AdEel7] wimelth wEkA o]l TR
Al Fe A oF st} o] 3 Parasuraman, Zeithaml
and Berry(1988)60) <3 2-7>¢F 2ol ¥ (Empathy), WHSA
(Responsiveness), 212 A (Reliability), €414 (Assurance), 34 (Tangibles)®] 571 <

o2 439

rlr
|\
o
>
r
rlo
oxl
ol
2
[-'O

T
i)
o
of
%

rir
>
o|\
2
rO
4
Ll
ol
:oé

ojFel AAE MHIAFE FALAES A3 i THRHE W& AYL Jo

57) A. Parasuraman, et al, op. cit., 1988.
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