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A Study on Development of
Marina Service Quality Evaluation Model

Mi-Sook, Shim

Department of Architecture & Ocean Space

Graduate school of National Korea Maritime University

Abstract

In Korea, policy interests in marine leisure sports are becoming
considerably higher than them in the past, and investments in marine
leisure sports industry are also Increasing to cultivate such sub
industries as marine leisure equipment, marina and etc. Therefore,
coastal cities are actively competing to secure marina infrastructures
to cultivate marine leisure industry. However, until now, their focus is
just on securing standardized simple infrastructures, and few marina
management and operation manuals have never been developed even if
they are deemed to be a key element of marina competitiveness. In
particular, public marina operation remains only at the level of simply
managing facilities in the situation where there are no structured
management guidelines that can satisfy users. Also, in selecting
private management companies due to expansion of public marina
facilities, it is hard to secure objectivity because of haphazard simple
evaluation without evaluation factors considering users' perspectives.

Therefore, it 1s the time not only to build key infrastructures of
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marina but also to manage them efficiently in order to meet increasing
demand for marine leisures. Thus, the purpose of this study is to
establish marina service systematically by developing criteria reflecting
the unique characteristics of service quality from a perspective of
marina users.

This study measured service quality by using SERVPERF method
presented by Cronin & Taylor(1992) and derived measuring items by
reviewing related literature and using Internet data etc. Then,
proposed service quality dimensions and items were verified by
examining reliability and validity after conducting a survey with a
total of usable 295 marina users. Accordingly, 5 dimensions were
derived as service quality criteria, and 20 measuring items were
presented. In addition, it was hypothesized that service quality factors
will affect behavioral intention, satisfaction and service value of marina
users. To verify such causal relationships, Structural Equation Model
using AMOS 4.0 was applied and the empirical analyses showed
following findings.

First, it was identified that marina service quality is composed of
physical facilities, support service, employee attitude, activity program,
and safety. Second, marina service quality showed significant effects
on service value and satisfaction. Also, service value had significant
effects on user satisfaction revisit and recommendation intention. It
was also found that user satisfaction significantly affects behavioral
intention. Third, marina service quality did not significantly affect
behavioral intention including revisit and recommendation intention.

To find out a policy priority, IPA(Importance — Performance
Analysis) was conducted by analyzing importance and performance(or

satisfaction) of verified marina service quality measuring scales.
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Finally all of the items have been loaded in 4 quadrants.

In the 1°' quadrant where both importance and performance are high,
such items were positioned as mooring facilities, professionalism of
employees, responsibility of employees, kindness of employees, sea
route sign facilities, port entry- sailing management system, crime
prevention system, and placement of on—site security personnel etc.

In the 2" quadrant where a level of importance is high but a level
of performance is low, items such as yacht repair shop, yacht
checkroom, up and down temporary facilities, fueling & water supply
facilities etc. were identified and they are to have more intensive
efforts for better marina service.

In the 3™ quadrant where both importance and performance are low,
such items were included as bathroom/shower facilities, commercial
facilities, accommodations, use information provision, communication
support (Internet, FAX) etc.

In the 4™ quadrant where low importance but high performance
exist, such items were positioned as event attraction(boat show, yacht
match), residents leisure function, yacht school(yacht workshop) etc.,
and therefore, it was recommended to put invested efforts into other
evaluating attributes.

However, regarding importance dimensions, most items except for
some items were scored more than 4 points at a 5 points Likert scale
and this means that users recognize most of service quality items as
important. In addition, accommodations and commercial facilities
showed the lowest points of 3.57 and 3.77, respectively, but their
scores were still exceeding the average(3 points). The problem was
that all items had lower levels of satisfaction, approximately around 2

points at the scale, showing dissatisfaction.
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In conclusion, it was identified that most of marina service quality
items had high levels of importance but low levels of performance, in
other words satisfaction and thus it is recommended that most of
service quality items that have been identified in this study as a
service quality model for marina are to be considered for providing

better marina service in Korea.
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<& 2-3> Df2|LAlY PAHR4

2 = NAo &5
- SIZPALA - A, ALA (50, SHAA (MR, EA, ERACHY), 1,
Ay
A G, A, ARREES), S E)
AFAIE © (), FLAREAE), S8, (R, Al TS, AT
CO)BAM  BALE, FH9), BE BZE, P2 5 e AL R
B | R AN BB EEE, BEF)
AR AR | B, FEAE, FAAEEEED
FAPRRIAA ¢ R A, A ()
SQPH B QA BASAAY, SHNA(FEEA, 724, A, $34),
E%}AW(%%}E =Y, 24)
SN  AEEANY, BE 5 AT BSA, Sely 2 aie Al
BN A AER, 05 HEAFNY, AfA A
B BN, ZEE, 26, PR, 35
LB S, B, A, A, FAY, FHRERUR), 23
FWKATAY - EATAEA), vl BA HA - FRAA, &EOH}Eﬂﬂl 5
LA, AP, vk Bl o) Aed mE AR A9 5 9
A @ apan
J
AR 8 dANE 9 SaARE uE 2 HeF ARund
- BEAA . CLIQ 7I5E@T SEYY A AE7%)
CHEAA A, B2, 0, AR, AT, 23 5 JPaEA Y i)
COBAIA ] 5 e A g Ee wE 7] AsAIA
G AN 5 AAS AT SUAHEY, B, AN)
colgx}t BN ¢ Y 2EY, HIH, A%, 43, n}
B A7 Ao« g il 33 5492 Y oMIE P AW
A2 |, s, AEUCAE, SRR, 2 44 5 AUARIY 20
C BB - S vk A BAS oke A, dARE B9 uhEw Ard,
oflgate, b WAIE, $53, 97, s, sus, 282
E3 : 0]%4(2010), u}a»} gube] 24 9 A Sol B3 WE, s FaH(2006), STUL
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2.1.3 vt A B AE] 2 23]

2 AT = mryrt Al E o A= s Fe A, AIAEA A, kb
g A & nEete] vy AA ARS ted 2ol Ao =
e AHlZ AEES fgE AA 2 AEAER T)Eo]l gHEY] o]HolER
st A A7 E/-H9 Baltic Sea BreezeE #313ght}. Baltic Sea,
Marina Handbookell Al & whgjuhsh th53k o] Aojstar givh. A A,
AR A7 Ha b Al HEF 4 dojof sk, Fo A A
=S4 Z FdEooF k. =4, d¥et= HEVE A Aud 3l
ow, HES S} &3] golafof gt AA, mielu A A doju=

g Zeo] wwAs wallstA olof g ulAl, AA = Zwsty )

Fatch o, A71E 2 fel A Aol #

)
2
2

o

go] glojof whrh. o g, mhE Lk A
of Ao} g},
FAAA AH ARG AHuW G 2rhy

(D) F - F5 A

o3t FWHE A Aol gdom Fass 24 YB Y FE
Ba5as el otk o Sak FdaEdA Buyl, 2R} o
AAARA o] Azl o8 FFe vA + vk webd G ol
FAGE Bao] £ AR, 09, AUE EE /g 43 2Ee P 3

1) Marina Handbook, (http://www.balticseabreeze.org)
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7S AAlg

HEAQ vy A4 AFTAEE 93 2E WS (TYHA-The Yacht
Harbour Association)el 4 1% 3= 'Gold Anchor Award Scheme’, &
a2+l ¥ 8] (MIAA-Marina Industries Association of Australia)7} A 3
3} 'Gold Anchor International Rating Scheme for Marinas’, 5 =5 A
e g = £ ZH(IMCI-International Marine Certification Institute) 2]
‘Blue Star’s°] vt 53] 23 H&¢ 'Gold Anchor Award Scheme'->
AAA o2 7 B2 viguE Hrtste] sdlon ol & AEoAE U5
FdE whely AlEE AlEeta PR 2220F mhEu AH e A
T FANE F URE SEEE ZEdAE T

=EdAv Y= A7 =, vkely Bk g AE S 2] 9
71871%), vhEu jéﬂEIL/H(SSA), mage 4y W2 (10%), A4 &
A B7H6%)e AGAE AA APEHY A F WS A s v
B7he vhelve] 9171, @9 ds, vy A, vy = ed, AR
A ATdg 2 A& 5 1209 7HA 5 gkt =3 U
T A7t FAE vEHe anrt “0—1?:3}04 kv A4, AR
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o
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< 2-5> 'Gold Anchor Award Scheme’ HIlsts

o le bl 2
1l X] (Layour) 19 190
317¥(Customer) 25 250
M) (Facilities) 17 170
8] 2(Service Province) 9 90
7] (Equipment Province) 14 140
B ZA(Health & Safety) 5 50
3173 (Environment) 5 50
A B 4 Maintain) 8 80
Z7(Certification Inspection) 9 90
ZZ(Adequacy of Staffing) 13 130
TOTAL 124 1,240
£ : 715 H(2011) Marina A to Z, Marina and Yacht, Vol.1
ofel whe} 12} FA o] &dhs] I = oAM= mtg
AGA A3 A 27b ZA47Ed FdE = A=s FAUS
Pt AET ool tiFHL Ut

Qo Favty, e vive s, AAE v, 27
F i ol S 2 AFAFALE ZE vy E
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3.1 AMu2=EF4 7l

duitqor Fdo A 1 g el i =HE o A%
FGellr AztE AT 2 Auja7E EdEA Ha o F84de] de
A A ol whep ]z oM Fd o] FasHAl thF = AvH(E 7

Parasuraman o< AMU[AEES “AMulze] ddy ddd dubQl
Ak S BT Aojsidinh of# 7 Aol= AwAA 7 deE
s ar 3tk Lewis®t Booms(1983)= AH|AEA S “Qme Au|=7F A
o] 7] th et 04‘3}1’} dAsh=7ke) H kAl golekal, Muj e a9
Zithell dAHES did A MRlEE Algsks e dudita skl
Uh Gronroos(1984)= “AMB[AFA S AH[Abd] ola] FHAow A7y =
w20l FASHAM, Fojxl Mujxe] XzhE FAL L[ ATE AH A
of gk Zlthel 27F AlgRkol A3 Muls 5 7the Mu]Aek XzhE
MujAazke] BlalE Frhg el dxtetal dgetdit. adre AR
< 7| Muaeh A Z4E Aqujae] S 7hA] W] e givial st

Murdick 5(1990)& “AB|2~F A& nA9 a9 7ol ud Ag=t9
A 217 ol8] AA R 3 tE Cronin¥ Taylor(1992)& “X1Zhe A6
Aujzo g Aol [AA A BIE guEts HE

ofof FrTha A A WA Mu2FLo] AnAwE

Edolw 5

g
=4 Nd e
o] Aol a3

=
=4

o
o,

of whet s AFH A= AuAE
ol Y@ AT s AFAAE
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AL AFea At A A2 ZAA 7L AlF Dy FAA el
FEAQ JiES AYa 7] wiigel] Mujs Ak FEel wEl E= skt
of F#H Ao wt Mu|=Fd SAYHE =24 AAEHL Ao A
Hl2Ed SA dodA 7P WA Aled A= PZB1985)el o]
SERVQUAL ®3g o=z o]% Cronin¥ Taylor(1992)¢] SERVPERFES 1
23 Teas(1993)2] EP B3 So] AAIHAE=H ol 7o A& Al7EA 9] Al H]

23 SAEG te ARz g

o

Mul=e] FHES ddste o AMATE ARg ke Vol #E A
Q3% =7 Fo d}eld], Parasuraman 5 (1985)2 o] &4 o
107} Aoz AA s o
H7yst=d o] &35k 570
doll digt 71diet A7s A e 22719 FEHoE 74" 54
SERVQUALe°J 2= Muj=3d S4UH S 7idsaln
Parasuraman, Zeithaml & Berry(1985)%= 198541 9] 4ol A T & dvbd
Holl  oa) AMulx Aol AAQAEA  AFA(reliability), W34
(responsiveness), ‘&3 (competence), i+ (access), <4 (courtesy), 2
A} &% (communication), Al-& % (credibility), ¢F#d A (security), IL740]3]
(understanding the customer), -+ 37 (tangibles) & 1071 LS A A3}
a1, 1988 FEHAQl AFATE S 7ige /‘151—’19} Aztd Auj = A
kel Apoll Am|Ate] A ztd Muls S SA67] 9] ‘SERVQUAL’
olg} Belxl 57 A9, 2270 5 447 & (7122, da22h) e s
AT
SERVQUAL- Oliver(1980)¢] 7IthEHUX] 2o 7] %3}
2 Aol BAAor HEIMe? %‘-t&i}fﬂ A s o, 107H4
AMulz Heo] AHQAE YEdlE F 97 F&e diste] wkEAl 9

J
A BAHE AA HFASZ YA (tangibles), Al E A (reliability), R\t
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w3 PZB(19)= FE5AT oA 570 WbAH e gk AFATE E
Wz ste] 71¥9 SERVQUALS 7l#&e ‘=4 SERVQUAL'S #4131
o} &3 SERVQUALS HAo] Ao xujx~ Ao Z - ks sy
Ak e WHES Agsted dom, AL taAe] wHEA]
HAE S =F%¥ SERVQUALY Aatda FEs2 Anj2= kg Ayt
o FF A&7bEd Hrhv)Eel 2 4 qvha eIk

Parasuraman o< 10709 Au|2=F2 F4 8208 5719 AHj2 F2 =)
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Ao A gHE AL op, et FARE Aulsst A A8
gl 7 srht SYAe ZHETI} ol gulolol drkn Ak £, @
PN
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SEREES

67)

370

o3k - °]%8<4%2010)
%E?‘SH%MZOOG), Raviv. A(2001)

Suppliers & Services 2010 - 2011 The Marina
Industries  Association of  Australia(Marinas
Guide), AhGEw}2 L - HIXHS(LE
L 1995)

1/\1
32

Baker(1986), Bitner(1990)

ZEF]UE(2006), Raviv. AQ001)

Suppliers & Services 2010 - 2011 The Marina
Industries  Association of  Australia(Marinas
Guide), AhGEw}2] L - HIXHS(GE
mh2]1k1995)

JAE
5%

A

18] - GA5(1993)
o]EY - AFFH(199)
Raviv. A(2001)

ZE3UE(2006), Raviv. AQ001)

Suppliers & Services 2010 - 2011 The Marina
Industries  Association of  Australia(Marinas
Guide), ADGE}2] L - HIXHS(GE
m}2]1}1995)

Kim & Kim(1995), 714} - 1@W](1999)
B3] %542006), Raviv. AQ001)

Suppliers & Services 2010 - 2011, The Marina
Industries  Association of  Australia(Marinas
Guide), AhGEw}2 L - HIXHS(LE
Lk 1995)

A2t
Mu| &~
JHR|

H-E- i3t 71,
7 3 F2 A,
Akl thgk 714

370

JAE
5%

Hx

Bolton & Drew(1991), Chang(2008)

o] AL - F74 - AEA2003),
474 5(2010), H}E = - F-E(2010),
°]2d(2010)

370

JAE
5%

Hx

Howard &  Sheth(1969), Westbrook and
Reilly(1983), 2t 8)(1998), 713]4%2007)
H s E42010)

370

JAE
5%

Hx

Olorunniwo et al.(2006), O] AL - A744 - 71
4(2003), ¥7435(2010), ©]7343(2010)
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Aol ARRE R Fa T FASHH SAL Ue <& 6-1>
I B 2ARA AN E EE4 e T 2B oR SR SAS A

o] wkdwl Zlojgt wurdETh AH-S 40~494 91‘%‘(30.8%), 30~39Aﬂ
88™ (29.8%), 20~2941 597 (20%), 50~5941 447 (14.9%), 60414 119
(3.7%), 204 wlgk 29(0.7%)= 02 ZALE ATk ﬂxﬂﬂ o= A"l 1
wEE Holi om I F 407t 7 B2 HES EATh AYS A
/A0 1257 (42.4%), AHF/71E3) 52‘%‘(17.6%), 784 ¥
(9.5%), Fhvl/A v =2 247 (8.1%), AAH 218 (7.1%), 7|5/&%H =2 8%
(2.7%), S+ 94 (3.1%), 5 6(2%), 7€ 2248 (75%)C 2 YElsth

FotE e Wetu At 2do] 1719(G8%), 15su A3} - EQo] 427
(14.2%), wistol ol 829 (27.8%) 0.2 e} tetw A st - £ 713

Zoton AEFFELS 4009 ol 1069 (35.9%), 100~199%H 659 (22%),
200~299%F 569 (19%), 300~399%+ 539 (18%), 100%HY wvk 154
(B1%)o 2 ZFALE o] 40090l 1AEZo] 7M1 Be HE&S HYrt
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e % () A E(%)

= 237 80.3

o 58 19.7
A 295 100.0

204 w|qk 2 7

20~294) 59 20.0

30~39A] 88 29.8

012 40~49A 91 30.8
50~59A 44 14.9

60A40]%% 11 3.7
A 295 100.0

A 125 424

RO 28 95

AR7143 52 17.6

ol A ]2~ 2] 24 8.1

Ao 7|55 8 27
e A3 21 7.1
THAFE 6 2.0

i 9 3.1

71E} 22 7.5
A 295 100.0

Esh A3t - S 42 142

- tfetn Afsk - = 171 58.0
e tjsko) 82 278
SHA 295 100.0

1007+ m vt 15 5.1

100~1997+ 65 220

P 200~299%H 56 19.0
o 300~399%H¢ 53 18.0
4007+ o) 106 35.9
A 295 100.0
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<HE 62> ZHHO| 7|28 24 (N=29)
4= i | 28R = A=
AFAA] & 2o A9 2.60 0.86 0.07 -0.31
QESFT AT Z 2o A S 2.18 0.83 0.33 0.22
LQERIALV} F Zroxle 237 0.93 0.03 -0.90
*%}7}*]“ o] & zkpolAglS 221 0.81 0.06 0.71
B wAe] & ZEolAgls 2.08 095 046 047
Lﬂlzéol g 255 0.78 0.06 -0.19
ARRIAIAL - gl o] At 247 0.88 0.02 0.54
FAAA] Hof Fafety] Al 3.16 093 037 -0.01
44 - ZPAHE o] 5 3lS 2.11 0.84 031 0.42
S FAANAEE 0] 8F F S 2.15 091 043 -0.25
j}?}‘j oA RA o] & o] F0IF 246 083 0.17 0.17
27 QETujI} 7 o] Foid 248 0.83 -0.09 0.21
wol | SAAIHRIEY, Fayo] 2y 233 0.85 012 | 06
A9 HAEAHL Hold 2.89 091 -0.19 0.00
AAE-L Aol Z¥ 291 094 027 -0.17
AAse 3143 295 090 -0.08 -0.01
gt 21 o] dtafslz] Helgt 2.68 0.80 -0.30 -0.06
A& r2Eo] 7 Fof 9l 2.65 092 0.12 -0.59
s A 2~E o] 2 Eof 9ls 2.58 1.00 022 -0.84
Hrokg o] & wjx)Eoigle 2.66 1.03 -0.05 0.62
REZL QEAY] S A7} tekd) 2.66 0.87 0.20 0.34
KRESHNQEZGI)7} & o]Fo]H 2.64 0.84 0.02 0.15
FRIo7} 7)%50] o] FolF 2.72 0.88 0.2 0.12
A5 =9 7HE =4 3.07 0.90 0.01 0.03
ol 87140 Hlg) E& AMH|AE whe 2.86 0.85 021 043
ZAE A Y gle Aad 3.64 094 0.26 047
Aol dhaf R 2.77 0.80 044 0.10
jﬁj U] eS| AYE 263 0.79 -0.02 -0.05
S5 =2 IHS vt 259 0.79 -0.24 -0.32
ThA] 0]-8-5F 343 071 0.6 0.87
T2 ARollA| EA| olopr|st 3.28 0.76 051 092
T2 AbsollAl 270% 331 0.75 0.25 0.60

F) 5 v TE, 3 1, 1w aEAg
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a9l 12

, el - A4

T, B - ALV S dldsls AFE e = Baker(1986), Bitner(1990)2]
ATE Faste ‘B R Prsitt

29 32 &v8 - AA5(1993), o1+ - AFH(19998)e ATE Fast
o] ‘ZAYEE'E Wyt

<l 4 wEye] Ve T S FA 0 AEAT T dEEHE e
2 A A2t g sl

89 5% AFuUSYSY EIuFV)SORE Kim & Kim(1995), 7<%

A - S @] (1999)9] AT st
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0.307
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0.244
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0.026
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0.027
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0.071
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0.100
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0.452
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(incremental fit indices)+= A <otmdl 3}
E gitrde] A EE vudt Fojth. FEA A= NFI, CFI TLI,
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RMR(Root Mean-Squared Residual : 0.05X.t} #S4+2 #3) RMSEA
(Root Mean Square Error of Approximation : 0.08°]3} A3%), T4 T=
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<E 67> QJMHS HolX Qolsial

201y el e SE CR. MM H S AVE
Fl 0.746 - .
B2 0.736 0.055 18.77##%
Sk F3 0.658 0.071 10.67 1% 0.882 0.560
F4 0.778 0.074 13,255+
F5 0.816 0.065 13,509
Bl 0.782 0.069 14,358+
B2 0.726 0.081 13.11%%%
A B3 0578 0.075 9.978%#* 0.881 0.536
B4 0.809 ] .
B5 0.744 0.078 13,534+
DI 0.961 | p
U= D2 0.846 0.039 21.755%% 0932 0.790
D3 0.855 0.039 22,283
Al 0.751 0.121 10.115%#+
A2 0.76 0.143 9,355k
AATHIZ 0.850 0518
A3 0593 - .
A4 0.76 0.131 9 354k
cl 0.671 : .
dszzay Q 0.739 0.135 8463 0.840 0.568
a 0.842 0.142 9,255 %%

X2=315.066, df=153, P=0.000, RMR=0.041, GF1=0.908, IFI=0.951, CFI=0.951, RMSEA=0.06

0 #P<0.001
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0.55

o|lEM
—_—=
<E 66> L{AHS Sloix QolB
7 2 HEHAS | Estimate SE. CR. MG AS AVE
K2 0.774 0.943 0.088 10.704%**
Az
Aur]2~ | Kl 0.778 1 = - 0.79 0511
712
K3 0.574 0.77 0.088 8.708%*
M3 0.743 0.979 0.083 11.767%%
27
me | M2 0.853 1.134 0.09 12,6374 0.882 0.612
]
Ml 0.745 1 - -
T3 0.816 1.202 0.095 12.613%#
83% sksksk
o T2 0.85 1.259 0.098 12.836 0.908 0.638
Tl 0.726 1 - -

X2 =100.150, df=24, P=0.000, RMR=0.047, GFI=0.925, IF1=0933, CFI=0.932, RMSEA=0.104

¢ #EP<0.001
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L AFdAM e 7T a=0.0100A FEstHtl > 258) wkx FAIE, fr
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