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Abstract

A Study on the Influence of Logistics Service Users’ Perception of

Relationship Benefit on the Long-term Relationship Orientation

Shin, Young-Ran

Department of Shipping Management

Graduate School of Korea Maritime University

Global business environments fluctuate drastically because of several factors
such as tougher competition, technological advance, and new regulations. Under
these circumstances, shippers’ needs for wvalue-added logistics or one-stop
logistics service are increasing. To come up with clients’ various desires,
logistics service providers struggle to gain competence through forming
strategic alliances and executing merger and acquisitions. Those measures can
bring service quality improvement as well as cost reduction to logistics

companies.

Amid intensified competition between the service providers vying for the
leading position, international logistics market has become favorable to
consumers. Response to such trends, more and more service companies have
been paying attention to relationship marketing as an alternative to existing
mass marketing, which needs huge investment and tries to reach the largest

number of people possible. Contrary to the traditional ones, the new marketing



strategy mainly focuses on relationships with established loyal customers and
lead them to purchase services more and repeatedly.

The purposes of this study are as follows:

First, the concept of relationship marketing is introduced and its application

to the field of logistics is examined.

Second, it is investigated which relationship benefits clients perceive from the
new marketing strategy: in depth, this study analyzes psychological and

behavioral effects to customers.

Third, this study empirically demonstrates the path from users’ perception of
relationship benefits to their satisfaction, and ultimately to long-term
relationship orientation. Compared with other industries, the concept of
relationship marketing is more or less newly introduced to the field of logistics,

thus few empirical studies have been conducted.

This thesis includes two parts: literature review and empirical study. In the
first part, the concept of relationship marketing is introduced. The new strategy
is regarded to bring about revolutionary changes in marketing. Then, some
precedent studies are reviewed to extract variables which can affect carrying

out relationship marketing.

For the empirical study, a questionnaire survey of 288 logistics service users,
or shippers and freight forwarders, is conducted. The objects of the research
are categorized by types of transaction: shipper-forwarder; shipper—carrier; and

forwarder-carrier.



The factor analysis multiple regression analysis and SEM(Structural Equation

Model) analysis were used to analyze the data.

Conclusions of the empirical study are as follows

1)

It is partly positive that presumed factors, such as service providers’
expertise or continuous purchase, influence service users’ perception of
relationship benefits. This clearly shows that customers require more
relationship benefits as their service contracts become more important or

complicated.

There i1s quite high positive correlation between consumers’ perception of
relation benefits and their satisfaction. This conclusion supports recent
trends of logistics service providers: they make huge investments in
customer relationship management and information systems to provide

their customers with more relationship benefits.

It 1s affirmative that consumer satisfaction has a positive effect on the

long-term relationship orientation.

In conclusion, this study demonstrates that various Kkinds of international

logistics service users perceive different relationship benefits and that their

perception of benefits influences long-term relationship orientation, as well as

their satisfaction.
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