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Abstract

An Empirical Study on Impact of Service Orientation upon
Business Performance in International Logistics Firm

: Primarily on International Freight Forwarders

Ahn, Chung-Hong

Department of Shipping Management
The Graduate School of

Korea Maritime University

How to develop competitive advantage that service companies can
maximize customer’s satisfaction under the intense competition has been

an important project to be examined by many economists.

This study aims to verify the structural relation of International Freight
Forwarder’s service orientation having influence upon the business
performance. For achieving the purpose of this study, the following research

model was made up:

First of all, to analyse service orientation, an independent variable of this
study, on international logistics companies’ side, verify the correlation of
employees’ satisfaction, a parameter, with service quality that the
shipper(or consignor) will perceive and, then, influence of its having upon

business performance, dependent variable.

For carrying out its study, literature researches through various previous



researches for service orientation and, based upon which positive

researches over forwarding companies were carried out at the same time.

The data investigating the impact of service orientation upon business
performance in International Freight Forwarders were collected from 821
persons employed in forwarder companies in the cities of Busan, Seoul by

the use of questionnaire method.

The factor analysis and multivariate multiple regression analysis were

used to analyse the data.

The results of analyses were found to be as follows:

(1) International Freight Forwarder’'s service orientation has had influence
on employees’ satisfaction; that is, it 1s statistically verified the
higher is currently trading shippers’ satisfaction, the higher is
International Freight Forwarder’'s service orientation, just which
should give true influence upon employees’ satisfaction in the
International Freight Forwarding companies for their duties or their

concentrations on the company.

(2) It is statistically verified the higher is employees’ satisfaction in the
International Freight Forwarding companies with degree of wages,
promotion, and senior and colleague that they feels and i1s their
loyalty to their companies, the higher is the company’s financial

result of business performance.

The results of the analysis led to the following conclusions :from the

result of studying as the above,



(1) It is suggested that multi-modal services will have to make effective

efforts for the company’s growth and development.

(2) Researches for improving the quality of the service to the trading

shipper should be conducted.

(3) More efficient and business—directional investment by the management

of multi-modal services for their employees should be needed.

(4) Understanding the important role of the service personnel contacting
with customers in service encounter stage, employees’ customer-friendly
attitude and behaviors, their ceaseless cultivating capacity and

making efforts should be followed.

However, some inconvenient uppermost limit in our research or the project,
for example, to be performed in future should additionally include, first,
comparison & analysis of foreign large forwarders’ satisfaction with their
service, which entered into home market, considering the respect that the
purpose of the study has been somewhat biased to the international
forwarders in home. As found out on the result from research and analysis,
management’s lacking in perception & negligence of service-oriented training
& technology for their employees in domestic freight forwarding company
may be a stumbling block in improving service quality & raising international

competitiveness.

In conclusion, it is suggested that our continuing researching for this area,
hereinafter, should include development of a research model which can contribute
to the growth of Korean International Fright Forwarders through confirming true
position of International Fright Forwarders & more innovative and concrete

approaching to their role focusing on International business logistics.
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23) G. H. Harrel & S. T. Shay, “The Effect of Human Resource Management
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Firm”, Human Resource Management, Vol.38, No.3, Fall, 1999, pp.185-200.

24) P. B. Crosby, Quality Is Free, Milwaukee, WI. Quality Free, 1979.

25) S. Kassiceh & A. Y. Steven, “Training, Performance Evaluation, Rewards, and
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26) Albrecht & Zemke, 1985; Benoy, 1996, Heskett, Sasser & Hart, 1990; Johnson,
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27) G. H. Harrel & S. S. Tzafrir, “The Effect of Human Resource Management
Practices on the Perceptions of Organizational and Market Performance of the
Firm”, Human Resource Management, Vol.38, No.3, Fall, 1999, pp.185-200.

28) M. G. McEvoy, “Organizational change and Outdoor Management Education”,
Human Resource Management, Vol.36, No.2, 1997, pp.235-250.

29) L. B. Leonard, A. Parasuraman & A. Z. Valerie, “Improving Service Quality in
America: Lessons Learned”, Academy of Management Executive, Vol.8, No.2,
1994, pp.32-52.
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41) J. J. Coyle, E. J. Bardi and C. J. Langley, The Management of Business
Logistics, West Publishing Co., 1998, pp.327-329.
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66) A. Parasuraman, V. Zeithaml, & Leonard Berry. op. cit, pp.12-40.

67) J. J. Cronin, Jr. & A. T. Steven, “‘Measuring Service Quality: A Reexamination
and Extension”, Journal of Marketing, Vol. 56, July, 1990, pp. 55-68.

68) J. Joesph Cronin, Jr. and A. T. Steven, “SERVPERF Versus SERVQUAL:
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Measurement og Service Quality”, Journal of Marketing, Vol. 58, January,
1994, pp.125-131.

69) A Parasuraman, V. Zeithaml, & L. Berry, “Reassessment of Expectations as a
Comparison Standard in Measuring Service Quality: Implications for Research”,
Journal of Marketing, Vol. 58, January 1994, pp.111-124.
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96) A. K. Kohli, “Some Unexplored Supervisory Behaviors and Their Influence on
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Motivation”, Journal of Marketing Research, Vol. 22, November, 1985, pp.424-433.

97) T. S. Bateman & S. Strasser, “Longitudinal Analysis of the Antecedents of
Organizational Commitment”, Academy of Management Journal, Vol. 27, 1984,
pp.94-97.

98) A. H. Church, op. cit., 1995, pp.26-31.
99) L. A. Schlesinger & J. L. Heskett, op. cit., 1991, pp.71-81.
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100) J. A. Siguaw, G. Brown, & R. E. Widing, “The Influence of the Market
Orientation of the Firm on Sales Force Behavior and Attitudes”, Journal of
Marketing Research, Vol.31, February, 1994, pp.106-116.
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103) B. Schneider, J. J. Prkington & V. M. Buxton, op. cit, 1980, pp.252-267.
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105) D. E. Bowen & E. E Lawler, “Empowering Service Employees”, Sloan
M anagement Review, Vol.36, No.4, 1995, pp.73-84.

106) M. L. Rapert & B. M, “Service Quality as a Competitive Opportunity”’, The
Journal of Services Marketing, Vol.12, No.3, 1999, pp.223-240.

107) R. S. Lytle, op. cit, 1994.
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Mediators, and Business Performance in Korean Hotel Firms”, Asia Pacific
Journal of Tourism Research, Vol.4, No.l, 1999, pp.59-70.
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