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Abstract

A Study on the Effects of the Customer Response on Choosing

Ship Management Company

Jai-Hyong Kim

Department of Port Logistics
Graduate School of Marine Finance & Logistics

Korea Maritime And Ocean University

Korea ship management industry originated from overseas seamen
employment business since the 1960's and registered as an independent
Ship Management Company since the 1980's till early 2000's only
concentrated on managing and providing well-trained crews authorized
by overseas shipping management instead of building a form of business
that manages all operations including shipping service, repair, insurance,
etc. This is partly because of the policies of large marine companies
which prefer to manage their ship directly by their inhouse company
and partly because of the lack of entrepreneurship of the ship

management company which was born as the manning company.

The purpose of this study is to investigate the most important fact
choosing ship management company under circumstances of ship

owner's determination factor on choosing ship management in changes

_Vi_



of environments that gives great influences on customer response and
the study has ship owner's determinant on choosing ship management
company based on the formal study of determination factors, customer

satisfaction and customer confidence reviewed in conservative market.

This study provides logical reasons to solve the problems of this
research by combining and analyzing previous studies and forged
framework through empirical study into ship owner's determination
factors on choosing ship management company and its customer
response. As a result, the research shows the most important facts of
owner's determination as a "service quality" that is likely to impact on
customer response (customer satisfaction and customer confidence) the

most.

To compete with Ship Management Company in the world, organized
strategy for marketing should be developed and government's support
will be needed to cultivate rich human resources.

A study for improvement directions of providing same quality service not
to remain the facts the domestic ship managing goes to foreign company
will be the next research that shall be how customer satisfaction and
customer confidence effect on business and its difference between
Domestic Ship Management Company and Top-10 Foreign Ship
Management Company.

And its service opportunity will be a range of options to future seamen
and employee who are arranged to be trained.
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9) Oliver, Richard L. (1980), "A Cognitive Model of the Antecedents and Consequences of
Satisfaction Decisions," Journal of Marketing Research, 17 (September), 46-49

10)Westbrook Robert A. and Richard L. Oliver (1991), "The Dimensionality of Consumption
Emotion Patterns and Consumer Satisfaction," Journal of Consumer Research, 18, 84-91.

11) Dolan RJ, Morris JS, de Gelder B (2001) Crossmodal binding of fear in voice and face. Proc
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Social Uses of the Internet: a Qualitative Investigation”, Journal of Consumer
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Cambridge, Mass.: MIT Press.
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19) Tim Ambler, "How Much of Brand Equity is Explained by Trust?", Management Decision, Vol.
35 Iss: 4, 1997, pp.283~292.

20) S. Kumar., A. Rzhetsky, "Evolutionary Relationships of Eukaryotic Kingdoms", ] Mole Vol 42,
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22) Arjun Chaudhuri&Morris B. Holbrook: The Chain of Effects from Brand Trust and Brand
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23) Doney & Cannon(1997), Toward A Trustful B to B Relationship. 1997
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29) R. B. Shaw, 7Trust in the Balance, San Francisco: Jossey-Bass Publishers, 1997.

30) R. C. Mayer, J. H. Davis and F. D. Schoorman, "An Integrative Model of Organizational
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