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Abstract

A Study on the Port Facilities Service Quality and Potential Customer

Satisfaction Improvement Index using the Kano Model

Park, Jo-Hyun

Department of Shipping and Port Logistics
Graduate School of Global Logistics

Korea Maritime and Ocean University

This study attempts to we investigated how the quality of port facilities
service element of port users was recognized using Kano's dual service quality
theory. Though this, study conducted a study to suggest the direction for each

facility management institution to provide services with a focus.

The results of this study are as follows. The quality factor of port facility
service was 21 items among 22 items, and one element was natural quality

factor, and there were no other quality factors.

Second, the result of satisfaction coefficient showed that the items of
immediate response to user’'s needs were the highest in each category, followed
by "consideration for wusers” and "understanding of wusers’ needs”, The
dissatisfaction coefficient was "transparent and fair management” item, followed

by "promised service provision” and "smooth management of facilities”.

Third, the result of PCSI analysis showed that the priority of improvement of

quality factors was "promised service provision”, ”“smooth management of

- Vil -
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facilities”, “transparent and fair management”, and there were no other quality

factors.

Therefore, this study is meaningful in that it suggests directions and methods
for improving the quality of port facility service by analyzing the effects of port
facility management subjects on the service quality awareness, potential

customer satisfaction, and improvement.

Topic : Port Facility Service Quality, Kano Model, Potential Customer Satisfaction

Improvement Index, PCSI Index
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