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A Study on the Influence of Korean Intra-Asia
Container Shipping Companies’ Customer Service
Quality on Customer Satisfaction and Recontract

Intencion

Hyun-Sook Seo

Department of Port Logistics
The Graduate School of Marine Finance & Logistics

Korea Maritime and Ocean University

Abstract

The aim of this study is to serve as a signpost for container carriers,
highlighting the importance of the customer service and its future strategy
by analyzing effects of their customer service quality through 10 main
sampled Korean Carriers operating container ships in the Intra-Asia

Market.

This study is carried out by the following processes.  First, questions
were disigned for customer service quality items using SERVQUAL Model
by theorectic consideration and advanced research analysis, and then
hypothesis for research medel were developed. second, hypothesis for
correlation of variables were verified empirically by multiple regression
analysis sercuring reliability and validity of survey data from customers of

10 relevant carriers.
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The quality of customer service influences service satisfaction and
re-using intention as well.  Since the service satisfaction rates don’t affect
re-using rates much by showing high-satisfaction rates from 4 to 7 on
Likert-type Scale, it is imperative for carriers to set up a new strategy for
maintaining relations and which will reap long term benefits by enhancing

and improving what they are currently practicing.
The findings of this study emphasize the understanding and necessities

for high quality service satisfaction and setting up of new strategy for

keeping attracting and maintaining customers.
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S 53 FEAANIAE AFsta, Aurs} Aoy, v REuAAd 2
AH = FSdoF Fo e AEF kA Ay HokolH, 4 IFEE
A7) st FEI & Tariffol]l s FAH7IHERT 71 MulAE
AFstEz FHLAS JAF, 24 UEYHIE sk 3ty I A =&
AREE 24T 8 ofyg, EF A A3EABIill of Lading)oll &7
Ak FH=E &F AHl=E A3

AA Fa AEolydAle Fgol 71 & AlA 3t AARR] ==

(dvk=), MSC(29122), CMA-CGM(Z&2~)7F A AlAl AH oW EFF]
40%5 Afsta ddom, dvl, 5Y, F9, v5 5 SYUUYGE E2§5H
oefet w20 dAsg FAE A iyt AEleld AAle v
<FE 21>/ 9k o] 22 HHIUAAARL e (A A 8%)3 HH
FRAAA 1791) ol A2 JE= obxlot =2 HE oW HAL F 83|
(AIA 23%1)e] AlA 30th HE oAl ALl 23 AT

O

o

<3 2-1> AlA 30th AHOJHAHAAL AR &
(&H$] : TEU, &

2o A A 2 = Af& Z A AR £ A

(*0) TEU |A<4| TEU (34| TEU |3
1 | APM Maersk |9nt=| 154 |2,955771 608 | 1,627,082 |252 |1,328,689 | 358
2 MSC 292| 133 |2,545,601 |498 | 1,094,191 |193 |1,451,410 | 305
3 | CMA CGM |Zg2| 90 1,724,304 (459 | 562,076 | 83 |1,162,228 | 376
4 Evergreen vk | 5.0 | 963,214 [202 | 539,170 |111 | 424,044 | 91
5 | Hapag Lloyd | 5% | 50 | 958,181 |[181 | 516,963 | 75 | 441,218 | 106
6 COSCON S| 43 | 821,126 |163 | 470,084 | 89 | 351,042 | 74
7 CSCL F | 37 | 704397 |140 | 473,758 | 68 | 230,639 | 72
8 | Hanjin Shg | &= | 33 | 626533 |101 | 278,102 | 38 | 348431 | 63
= Aol pp.9-11



9 MOL dE 3.2 614,696 | 113 | 191,869 | 30 | 422,827 | 83
10 | Hamburg Sid | 54 3.0 576,073 |121 | 254,872 | 41 | 321,201 80

11 APL ° a 29 548,626 | 90 | 386,003 | 50 | 162,623 | 40

12 OOCL T 2.8 542,367 |101 | 340,131 48 | 202,236 53

13 NYK adE 2.6 498,808 | 106 | 282,158 | 49 | 216,650 | 57

14 Yang Ming o 5t 24 464,220 | 96 200,081 42 | 264,139 54

15 UASC UAE| 21 410,104 | 56 243,143 29 | 166,961 27

16 K Line YdE 21 404,307 | 78 108,152 17 | 296,155 61

17 | Hyundai MM. | gt 2.0 377,060 | 57 | 153,658 | 20 | 223,402 | 37
A7}

18 PIL 2 1.9 359,131 | 154 | 280,637 |118 | 78,494 36
- o] 2z}

19 Zim o 1.7 325,439 | 75 55,057 13 | 270,382 | 62

20 Wan Hai o = 11 202,067 | 87 | 170,837 71 31,230 16

21 | X-PressFeeders | &3& 0.6 118,745 78 19,767 13 98,978 65

22 HDS Lines ol 0.5 88,608 22 6,864 3 81,744 19

23 KMTC e 0.5 88,073 51 33,697 23 54,376 28

24 SITC = 0.4 85,492 70 36,501 33 48,991 37

3
25 TS Lines o 5t 0.4 71,547 38 3,156 2 68,391 36

26 | Arkas / EMES | E]7| 0.3 57,001 38 46,452 30 10,549 8

27 Simatech FHkol | 0.3 55,817 22 8,701 6 47,116 16

1
28 | NileDuch |TE9| 03 | 85118 |21 | 11,831 | 4 | 43287 | 17
Quanzhou =
29 | Quapr | &% | 03 | 53387 |45 | 4869 |36 | 4691 | 9
30 | Unifeeder |®lU}ZL| 03 | 50413 | 44 | - - | so413 | w4

A5 : BPA, F4He A A A}, Alphaliner Montly Monitor 2015. 4.
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2tf S|EFRY olgt= WA A ve <FE 2-2> 2-3>, <& 2-4>°]
A B vkel Zol 9 Hie =Fd e Adste T wd M2 E
< Al Ao
3E 22> vt sEeF FO
(UNIT:1000RT)
= =)

Az [ =A4 Tj(igort) A =2 A T;g‘f > A | TEEA
(National) | (Foreign) | (Sub-total) | (National) | (Foreign) | (Sub-total) et

1985 | 13,785 18,114 31,899 49,015 52,097 101,112 | 133,010
1986 | 16,246 25,520 41,766 52,536 59,522 112,058 | 153,823
1987 | 18,018 33,208 51,226 53,031 73,751 126,781 | 178,008
1988 | 19,253 35,047 54,300 55,903 88,286 144,189 | 198,489
1989 | 18,616 32,300 50,915 61,589 91,396 152,985 | 203,900
1990 | 16,968 30,537 47,505 71,009 101,268 172,277 | 219,781
1991 | 16,919 35,507 52,426 73,114 137,432 210,546 | 262,972
1992 | 15,392 | 47,460 62,852 74,615 148,106 222,721 | 285,573
1993 | 16,946 54,299 71,245 75,236 170,391 245,627 | 316,872
1994 | 17,613 58,481 76,094 76,164 201,170 277,334 | 353,428
1995 | 17,788 70,625 88,413 77,348 238,663 316,010 | 404,424
1996 | 19,389 79,504 98,893 78,783 263,444 342,227 | 441,120
1997 | 20,571 94,263 114,834 68,267 301,929 370,196 | 485,030
1998 | 28,123 | 113,197 | 141,320 75,632 257,800 333,432 | 474,752
1999 | 23,320 | 123,985 | 147,304 73,888 310,991 384,879 | 532,183
2000 | 25,074 | 125,704 | 150,778 76,259 342,562 | 418,821 | 569,599
2001 | 29,888 | 147,677 | 177,565 82,656 350,689 | 433,345 | 610,910
2002 | 29,671 | 146,127 | 175,799 93,050 366,696 459,747 | 635,545
2003 | 31,030 | 163,595 | 194,626 87,846 385,137 | 472,983 | 667,608
2004 | 38,668 | 193,003 | 231,671 88,831 412,874 501,706 | 733,377
2005 | 40,164 | 202,327 | 242,491 98,726 413,719 | 512,445 | 754,936
2006 | 41,972 | 221,931 | 263,902 | 104,524 | 441,404 545,927 | 809,830
2007 | 44,700 | 241,323 | 286,022 | 102,502 | 473,999 | 576,501 | 862,523
2008 | 42,373 | 250,703 | 293,077 | 109,275 | 492,342 601,617 | 894,693

_11_




2009 | 41,171 | 241,046 | 282,217 | 103,909 | 462,173 566,082 | 848,299
2010 | 40,020 | 279,133 | 319,153 | 105,633 | 541,408 647,040 | 966,193
2011 | 47,599 | 318,213 | 365,812 | 106,850 | 596,904 703,753 | 1,069,566
2012 | 45,088 | 339,053 | 384,142 87,833 636,564 724,397 | 1,108,538
2013 | 47,344 | 340,007 | 387,351 83,870 651,983 735,854 | 1,123,205

Note : Coastal cargo volume indicates inbound cargoes only.

Source

: Ministry of Oceans and Fisheries

Zk5 ;. KMI, 2014

<2-3> Pyt d=

2 ZH ol Az

(Unit: 1,000TEU, 1,000RT)

AE (Year)
2006 | 2007 | 2008 | 2009 | 2010 | 2011 | 2012 | 2013
T (class)
A (Full 3,114| 3579 3,720| 30243 3,820] 4,182| 4,205 4,354
o | & [Empty| 1947| 2073|2132 1884/ 2339 2573 2620 2583
A |Total | 5061 5652 5853 57128 6,159 6,755 6,825 6,937
312 |Cargo | 60,281| 68,613| 68,655 61,021 72,992| 79,951| 82,800 84,414
#  |Full 4,081 4372 4466 4289 5074| 5441| 5603 5775
A% | 25| T |Empty 981| 1,230 1,287| 953 1,117| 1,217| 1,234] 1,235
(Ocean-
. A |Total | 5062| 5602| 5753 5242| 6,191| 6,658 6,837| 7,011
going)
8} |Cargo | 87,675 90,993| 92,529 90,923| 106,298| 112,776| 115,545| 119,325
#  |Full 7195 7951| 8,186 7,532 8,894 9,623 9,808 10,130
24 | & |Empty| 2928] 3303 3420 2837| 3455 3790 3,854 3,818
A |Total | 10,123| 11,254| 11,605 10,369| 12,349 13413| 13,662| 13,948
312 |Cargo | 147,956| 159,606 161,184 | 151,945 179,290| 192,726| 198,346| 203,739
#  |Full 2,717| 289| 2,855| 2,698 3,137| 3,684 4,023| 4,399
51 %)
24 1) qar | & [Empty 144| 208 256  206| 243 278|289 326
2)
1/9) A |Total 2,861 3,104 3,112| 2904| 3,380 3963 4312| 472
312 |Cargo | 60,612| 60,802| 59,306| 56,306| 65899 77,618 85070 93,346
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A |Full 2,693 2865 2,853 2644 3,080 349 3,91 4,367
zg | & |Empty 119| 186  221|  171| 182  261| 225 229
A |Total 2,812 3,051 3,074 2815 3,262 3,757| 4,186 4,596
BE |Cargo | 55,928 59,978| 58,791| 54,940| 65,086 73,790| 83,101 91,510
A |Full 5410\ 5,761 5,709 5,342 6,217 7,180| 7,984 8,766
27 & |Empty 263 395 477 377 424 539 514 555
A |Total 5,673 6,155 6,186 5719 6,641 7,719 8,498 9,321
& |Cargo | 116,540| 120,780| 118,097| 111,247 130,985| 151,408| 168,172| 184,855
A |Full 67 53 59 98 143 167 140 92
o1g} | & |Empty 18 16 11 31 50 71 51 6
A |Total 85 70 70 129 193 238 191 98
3}E |Cargo 1,268 514 596 1,358 1,985 2,018| 1,961 1,310
A |Full 64 54 57 95 134 169 151 100
AL | F |Empy 20 11 9 30 51 71 48 2
(Coastal) A |Total 84 65| 66|  124[ 185|240 199 102
3}E |Cargo 648 549 573 1,363 1,454 2,133 2,222 1,482
A |Full 131 107 116 193 277 336 291 192
27 | ¥ |Empty 38 27 20 60| 101 142 99 8
A |Total 168 135 135 253 378 478 390 200
3}E |Cargo 1916 1,063| 1,168 2,721 3439 4,151 4,183 2,792
Z  |Full 12,736 13,820\ 14,010| 13,066 15,388 17,139| 18,083 19,088
& |Empty 3,229 3,724| 3916 3,275 3,981 4472 4,467 4,381
A (Total)

A |Total 15,965 17,544 17,927 16,341 19,369| 21,611| 22,550 23,469
3} E |Cargo | 266,412| 281,449| 280,449| 265,913 313,714| 348,285| 370,701| 391,387

Note : 1) ~ 2000 : Included Import T/S (Transhipment).

2) 2001 ~ : Import T/S + Export T/S

Source : Ministry of Ocean and Fisheries

Zk5 . KMI, 2014
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<3 24> A= FE AH oY E AEE Ae4F
(2. TEU, %)
- & 20103 20113 20123 20133 20143
=% =% =% =% =%
Z7 | 19,368,960 21,610,502 22,550,275 23,469,251 24,798,210
18.5 11.6 4.4 4.1 5.7
(M%) (100) (100) (100) (100) (100)
A T=9| 12,349,346 19.1 | 13,412,766 8.6 | 13,661,788 1.9 | 13,947,620 21 | 14,600,954 47
T| | Y| 6,158,756 201 | 6,755,082 9.7 | 6,824,821 1.0 | 6,937,015 1.6 | 7,268,308 48
g} 5

F=| 6,190,590 18.1 | 6,657,684 75 | 6,836,967 2.7 | 7,010,605 25| 7,332,646 46

52 | 6,641,388 161 | 7,719,356 162 | 8498158 101 | 9,321,245 9.7 | 9,989,959 7.2

< of 378,227 |  49.2 478,380 26.5 390,330 | A184 200,386 | A48.7 207,298 34

A | 14,194,334 16,184,706 17,046,177 17,686,099 18,683,283

18.5 14.0 5.3 3.8 5.6

(¥13) (73.3) (74.9) (75.6) (75.4) (75.3)

FEY| 7,836,334 19.3 | 8,708,051 11.1 | 8,808,135 11 | 8,933,444 14 | 9,253,926 3.6
1=)

2; 9| 3,913,611 19.8 | 4,402,736 125 | 4,381,647 | A05 | 4,424,105 1.0 | 4,596,287 39
| |5=| 3922723 18.8 | 4,305,315 9.8 | 4,426,488 2.8 | 4,509,339 19 | 4,657,639 33

A | 6,276,458 16.8 | 7,352,539 171 | 8,147,546 10.8 | 8,748,453 74 | 9429355 7.8

At 81,542 | 108.2 124,116 | 52.2 90,496 | A271 4202 | A95.4 3| A99.9

A | 2,087,890 2,085,222 2,153,818 2284835 2,338,335

14.1 A0.1 3.3 6.1 2.3

(B1%) (10.8) (9.6) (9.6) ©.7) (9.4)

F2| 1,739,761 16.1 | 1,725564 | A0.8 | 1,820,996 55| 1,748,057 | A4.0 | 1,819,552 41
:fk < 866,349 18.3 855,965 | Al2 915,563 7.0 859,997 | 261 899,832 46
@ |=| 83412 14.0 869,599 | A04 905,433 41 888,060 | A1.9 919,720 3.6

%} 313,993 2.8 328,202 45 322332 | Al8 536478 | 664 518,784 | A3.3

At 34,137 28.0 31456 | A7.9 10,490 | A66.7 300 | A97.1 0 | A100.0

A | 1,902,733 1,997,779 1,981,855 2,160,797 2,334,939

20.6 5.0 A0.8 9.0 8.1

(B1%) 9.8) 9.2) (8.8) 9.2) (9.4)

F=d| 1,837,596 206 | 1,931,418 51| 1,919,789 | A0.6 | 2,108,145 98 | 2307,147 94
ol
Al |7 949,037 209 | 1,005,767 6.0 | 1,004,858 | A01 | 1,112,536 | 107 | 1,203,161 8.1
& | F=| 888,559 20.3 95,651 42 914,931 | Al2 995,610 88 | 1,103,986 10.9

%A 20,669 11.3 18,196 | A12.0 15,502 | A14.8 17570 | 133 16,665 | A5.2

At 44,469 22.9 48,166 83 46,564 | A33 35,082 | A247 11,128 | A683
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A | 335,706 326,882 373,235 385,718 392,304
5.1 A26 142 33 17
(M%) (1.7) (15) (1.7) (1.6) (1.6)
+29)| 327144 | 84| 322286 | A15| 369610 | 147 | 380035 | 28| 377110 | ~08
o
Bl 12700 | 140 21,798 | A42 | 151,770 | 5966 | 158743 | 46| 160,221 0.9
& |2 200050 | 51| 200488 | 02| 217880| 87| 221292| 16| 216889 | 420
)2 3422 | A788 2360 | 4310 3,061 | 297 5683 | 857 15284 | 1689
Ak 5140 | 2912 2,236 | A56.5 564 | A748 0 MO% 0
FA | 446,550 529,509 516,999 518,686 546,378
183 18.6 A24 0.3 5.3
(M%) @3) @5) @.3) 22) @.2)
Sg +29)| 425605 | 147 | 501,963 | 179 | 510543 | 17| 514416 | 08| 542,733 55
| |59l 28528 | 180 264611 | 211 | 261,445 | Al12| 258,681 | All| 271657 | 5.0
o}
| |73 20707 | 14| 27352 146| 249099 | 49| 255735 | 27| 271,07 6.0
¥ gz 8753 | 850 9458 | 81 3,849 | A59.3 4270 | 109 2187 | 7488
Aok | 12192 | 5916 18,088 | 484 2,607 | 1856 0 MO% 1,458
GA | 401,747 486,404 478,191 433,116 502,881
457 211 AL7 A94 161
M| @ @3) @.1) (1.8) @.0)
29| 182906 | 450 | 223484 | 222 232715 | 41 | 263523 | 132 | 30048 |14.0
2} %9l 84137 | 480 | 104205 | 23.9 109538 | 51 | 122953 | 122 | 137150 |115
B |52 987es | 426| 119279 | 208 123176 | 32 | 140570 | 141 | 163337 |162
57 18,093 | 1259 8,601 | A525 5868 | A32 | 8791 | 498 | 7685 |a126
Aek | 200747 | 353 | 254318 | 267 239,609 | A57 | 160,802 AS 2| 104700 |211
A5 : BPA, B4 B4 AR}, 2014, 7. SP-IDC (www.spide.go.kr)
o > = j=) = TS =] S == =
FHUE Hx2Y FHEgolx dExIul Y 5 -9 =vEE
o ST R == = = = 2~
O] <3 2-5>04 HE& uie} o] I 5o F8HZ AT A&HH
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<3 25> FA4M) A= HAdH oY, viHH oY & A gHdH
(<. TEU)
T & 20103 | 2011d | 20123 | 20133 | 20143 %(Z/“z)“%
g Al 262,071 | 294,333 | 312,038 | 324,858 | 346,641 6.7
Al 236,637 | 266,900 | 284,604 |299,660 | 321,496 7.3
ZA | 235815 | 265946 | 283,828 299,626 | 321,496 7.3
Aol | o3 Y 437158 | 47454 | 46217 | 47,227 | 52,444 11.0
(O2.7%) | 22 T= 68,680 | 74,195 | 76,121 | 78,701 | 80,387 21
k2 | 123,977 | 144,297 | 161,490 | 173,698 | 188,665 8.6
At & 822 954 776 34 0 | A100.0
Al 25434 | 27433 | 27437 | 25198 | 25145 | A0.2
27 14,625 | 15566 | 14,862 | 13,669 | 13,916 1.8
utate | oar | TH 9,737 98% | 932 | 9309 | 9472 1.8
(73%) | B 2z | 465 | 5349 | 5200 | 4119 | 4037 | 20
o} 213 322 336 241 407 68.9
At 10,809 | 11,867 | 12575 | 11,529 | 11,229 A2.6
A= : BPA, F4+8 BA Ak, 2014. 7€, PORT-MIS
TAAAY] AHOIHA B A% T <xE 2-6>3 #Zo] s
At GA, s, a4, d88E, B2 (F) 59 HE 74
o] Aot
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<® 26> %A Aeo|UAAE AHoIUMH Bi B

AF gt g Ala] .
) L] i LPG/LNGA A
(Ship Type) st=A [ "EelvAl [AE oA
1,000 1,000 1,000 1,000 1,000 1,000
A At No. No. No. No. No. No.
GT GT GT GT GT GT
(F)TRls- | 44 | 3,065 | - - | 48 [3571| - - | 4 | 371 | 102 | 7,224
AUdAEE) | 13 | 1,028 | - - |18 |1,205] - - 6 | 664 | 42 | 3355
A (F) | - - - - | 23| 306 | - - - - 23 | 306
ARG | 17 | 1,594 | - - 20| 201 | - - - - 38 | 1,851
G (F) | - - - - |18 | 164 | - - - - 18 | 164
MeMF) (59 (4062 3 | 79 | 5 | 70 | - - - - 81 | 4557
Fols &(F) | - - - - 9 | 6 | - - - - 17 | 103
AAN(F) | - - 3 1155 | 4 | - - - - 8 57
WS (F) | - - - - 5.0 41 | - - - - 5 41
EFAEF) |- - 3 6 BIW Wi/ Y 4/ - - - 6 23
HIGHAEF) | 2 8 1B 281 16| 2] 3 - - 19 58
TIME(F) | - - S - 2 | 15 ] - 5 - - 2 15
(F)d el 147 | - - 2 | 14 | - - - - 5 161
FA(F) | 1 9 1 8 |1 9 - - - - 3 25
A (Total) | 359 | 22,041 | 194 [ 1,848 | 160 | 5,737 | 4 | 16 | 65 | 2,626 | 1,077 | 40,116

ZF5 . KMI, 2013. 12. 31. 7|

3) A=z} opAlol FA A oA A

eluet %4 AdolUE 22U Ao UMAR BREE 219
o3 AP ALSE BF-QR, FF-FH, BH-Fo} Al )

4% Avag AFSHE AEY okl F AuolUdAEo]
TAQolt. o]Ee W @ AAAY HE FF-YR, FF-FF mHoE
% AHolY S5AUAE SEA 23 FHAUNE BREAOT Y A
5% FF Ao FHE Sdod

A7 Mulz wH S BAsA HuA AT AEY oo} & Aol

_17_



HAAR 23 wA H YT,

2013 7l =22¥ =3 AECIYAAY Ba Ad Has 663, <
Egt ofrjo} =& HHOIHAAY] AdEl Has 913 o), HATH<
TEUE 2% 53 g oA A7t 428928 TEU, IE2} ofAlol =24 7
HoluAdAZE 80,209 TEU 2 B2 Aol& HolARE &% =2 A=
Hlxe] oz wigel Ads Bt 24 =3 HeHojuidAe] B

Aabd g2 Ege oo <® 27>3 Zon,
Ez} olAo} N Yo R BHFsta A oo

A7 s e A

Jo
X
(X
o

o

< 2-7> 229 =74 AHolyAdAte] HaAdutd ¢=2 d

F= Fe5 | AAESF] 4459
A A =
(Service route) (GT) (DWT) (TEU)
Eu)(N. America) 31 1,946,392 2,158,007 172,950
FH|(S. America) 1 91,621 102,528 8,600
% (Europe) 7 913,803 926,270 84,110
SHzl 8] & E(Mid. East) 6 449,871 484,921 39,732
2] %3] (Mediterranean) 2 166,583| 183,317 15,222
5 (Korea,/China) 1 2,821 4,538 215
| 48 | 3,571,091 3,859,581 320,829
AT | EH(N. America) 13 821,587| 935,964 73,599
Z%(Mid. East) 4 288,798| 309,490 25,900
2] %3} (Mediterranean) 1 94,511 99,123 8,600
27 18 | 1,204,896 1,344,577 108,099
A 66 | 4,775987| 5,204,158 428928
A2 . KMI, 2013. 12. 31.
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o Whel the < 28>0 e} opAlo} A Aol HAA

W R WHe BE R e oprolxde Fre PAH 9
or), $YetE FAF02 o e BEFE e opo} %A A
HoludAabEe]l 25 Agsta v s & 5 Ath
<¥ 28> AEF opAo} 2 Aroli A H{HuE F2 @Y
a gz ae| FET | AAES] A
(Service route) (GT) (DWT) (TEU)
&4 oHSouth East Asia) | 13 259,936 332,313 24,381
- gFd (Korea/Japan) 7 33,871 45,572 3,096
gtZ(Korea/China) 3 11,974 17,643 1,024
2A 23 305,781 395,528 28,501
S @ol(South East Asia) | 4 57,456 75,579 4,221
o} 3 2] 7}(Africa) 2 31,482 40,422 2,381
gk (Korea/Russia) 5 45,861 63,909 3,017
3Fd (Korea/Japan) 5 23,059 24,881 1,319
g% (Korea/China) 4 43,012 55,819 2,853
2A 20 200,870 260,610 13,791
&% oHSouth East Asia)| 4 56,658 66,168 5112
A gt (Korea/Japan) 5 26,916 36,179 2,438
- 3t5(Korea/China) 80,292 108,188 8,020
2A 18 163,866 210,535 15,570
59 °HSouth East Asia) | 3 53,373 69,440 4,554
gFd (Korea/Japan) 1 8,306 9,620 700
3t5(Korea/China) 1 8,306 10,298 700
2A 5 69,985 89,358 5,954
59 °HSouth East Asia) | 4 47,938 64,785 3,749
gFd (Korea/Japan) 5 19,843 26,501 1,600
2A 9 67,781 91,286 5,349
59 °HSouth East Asia) | 2 22,898 29,729 1,658
gFd (Korea/Japan) 1 3,988 5,962 342
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3F5(Korea/China) 2 14,389 19,210 1,076

2 A 5 41,275 54,901 3,076

3Fd (Korea/Japan) 2 13,899 17,861 1,351

H T8l & ¢+ (Korea/ China) 3 27,275 37,210 2,535
A 5 41,174 55,071 3,886

gFd (Korea/Japan) 2 7,784 8,779 626

Z= 2 AFA gt (Korea/China) 1 9,520 12,843 953
A 3 17,304 21,622 1,579

B <3 A 3F5(Korea/China) 1 15,906 22,050 1,083
A 1 15,906 22,050 1,083

% (Korea/China) 2 | 14812 | 18,768 1,420

Tl &

A 2 14,812 18,768 1,420
A 91 938,754 1,219,729 80,209

Zk5 : KMI, 2013. 12. 31.

FeElvet =28 3t el el FAke, 1A, FAee s A
A AHold +% - Y FHUS AMUA B9 <k 295049} 2ol
WA Be] %71 AEe opropele] EEFAL FUAY 4 Ut

<3t 29> SEueh FRAw e A £29) Aejoly] 4w

(UNIT : 1,000TEU)
T | A
_ 5% o= & o <&
FuH| FE (I ofAl | ok | TF | 9 <1 | 7] A
OFAIOH 27} | v 5 -
b ook
T4 855 1,119 445 98| 198| 470| 42| 675 171| 158| 194| 4,424
B4R 4E | 532 1,282 654 104| 310| 436 64| 683 166 197 82| 4,509
A 11,387 2,401| 1,098 201| 508/ 905/ 107| 1,358 337| 355 276 8,933
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iR

37 741 231 11 8 45 9 11 1] 12 6/ 1,113

4

VA | 5= | 15 817 122 1 3l 28/ 5| o 4 o ol 99
Al 51| 1,559| 354 13 10| 73] 14| 11 4 12 7| 2,108
T 75  213| 128 18 49| 76 9| 234/ 18] 11 30| 860

| F= 19 412 142 26 47| 140 6| 63 23 8 1 888

Al 94 625 269 45 95| 216| 16| 297 41| 20 31| 1,748

S 967| 2,073 804 127, 254/ 591, 60| 920/ 189 181| 230 6,397

TTL | +& | 566 2,511 918| 131/ 359 604| 76| 746 193| 206 83| 6,393

34 |1,533| 4,584 1,721| 259 614|1,195| 136| 1,666| 382 387| 313|12,790

ZF5 1 KMI, 2013.

Setel 3ol Fe Aol kel FA AMAbE Aol g5 e
<E 21053 ol AE ohAo} FTA A olU MAEY FEFo] g
geb 5% - 9 BE 63%F AAsn ok

3E 2-10> oyt Fadve] SZAA AN HHolY A E4dA
(&91:TEU)

A LAy 2010 2011 2012 2013 2014

4| 1,260,854| 1,391,780, 1,570,755 1,684,281 1,847,014
B 196,072 197,718 277,596 297,471 265,800

Al 1,456,926| 1,589498| 1,848,351 1,981,752| 2,112,814
F4H| 1,023,005 1,142,984 1,343495| 1,568,525 1,381,876
3o 173,236 156,502 151,260 189,014 200,561

AH 23,184 22,859 19,810 40,053 60,942
A 1,219425] 1,322,345 1,514,565 1,797,592 1,643,379
A7 2,676,351| 2,911,843| 3,362,916 3,779,344 3,756,193

Ak 813,458 905,048 998,396| 1,116,266| 1,178,106
B¢ 65,248 70,333 95,718 122,029 112,461
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o1 196,008 218,258] 225994] 282,499 339,142
A | 1,074,714] 1,193,639| 1,320,108 1,520,794 1,629,709
Ak 601,942 694396 737430 896,074] 896,074
ola) o Zs“jok 41,500 56,737 66,458 95,045 95,678
21 60,545 87,170 98,435 134,875 155,660
Al 703,987|  838303]  902,323| 1,125,994] 1,147,412
Ak 570,510, 613,570 559,232|  641,106] 719,704
o |8 107,373] 104,083 93,872|  104,673] 108430
M I ] 42,529 38,662 29,405 31,321 40,092
Al 720412| 756,315 682,509 777,100 868,226
LA 336,234|  359301| 382453| 202,851 67,739
WA | gor 75,293 78,119 74,240 42,645 20,290
&) (A 166403  167,693] 142,112 93,759 37,475
Vel 577,930  605,113| 598,805 339,255 125,504
LA 324,402  347.824| 360260 437,480 492,051
P %fjok 35,238 44,796 52,299 55,669 71,276
° Sl elA 42,903 47 588 45,633 50,548 72,974
Vel 402,543]  440,208]  458192] 543,697 636,301
LA 621,421  680,270|  671,184| 644,307 741,178
JEF A A z’alfok 66,444 60,032 26,312 66,804 88,682
2] A 302,972 322,752| 269,803 291,765 336,927
el 990,837| 1,063,054]  967,299| 1,002,876] 1,166,787
2A 4,470,423| 4896632 4,929236| 5,309,716 5,573,939
Bl 5551,826] 6,135173] 6,623,205 7,190,890] 7,323,742
) 3ok 760404] 768320 837,755 973350, 963,178
N 834,544 904,982  831,192] 924,820 1,043,212
A | 7146,774] 7,808,475 8,292,152] 9,089,060 9,330,132

A5 A AR, AR AHOlY &R/ 8 B4, 2015. 10.
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FHAE, 2015. 4. F+504=Y

_23_

<3 2-11> 5413 Q1 Eg ofAof & Al oY HAAE Ao
2] A=A
(H$1:TEU)
AAL | 3k 2010 2011 2012 2013 2014
13- | 4| 813,458 905,048 998,396 | 1,116,266 | 1,178,106
Zolall-& | B4 601,942 | 694,396 737430 | 896,074 | 896,074
AZAA | BA | 570510 | 613,570 | 559232 | 641,106 | 719,704
MW AEF) | H4F| 336,234 | 359,301 | 382453 | 202,851 | 67,739
A S| F4F | 324,402 347,824 360,260 437 480 492,051
71eF AAH FAF | 621,421 680,270 671,184 644,307 | 741,178
SHA| 3,267,967 | 3,600,409 | 3,708,955 | 3,938,084 | 4,094,852
A5 GFAAE, A AH oY EF a5, sl FFAE, 2015. 10.
<3t 2-12> JIEE ofAol & HHo|HHAAL GFAAH
(He el k)
& AR e G dol9 g7 40] 9]
9 = 2011 2012 2013 2014 2011 | 2012 | 2013 2014 2011 2012 2013 2014
1 ILE% 'H—ﬁ’_— 952,146 1,064,836( 1,119,636| 1,245,126 1,434| 45,936 24,146 60,862 4,818 34,631 25,203 61,882
2 72]'%,“}3‘”/}_ 745,084 774,755 810,585 851,675| 48,237| 80,819 45,279 54,026 40,613 74,356 44,567 54,965
3 ﬁo}ﬁﬂ—ﬁ’_— 66,337 704,086 743,107 789,251 -6,101| 31,114 16,766 15,857 13,857 13,857 16,336 16,528
4 %HQ_/EZj 665,156 697,614 347,499 74,432 | -54,020] -39,527| -132,748 10,124 -22,898| -453,731| -2,052,601 809,869
5 %"5‘ 'H—ﬁ’_— 310,219 352,292 368,692 380,606 -2,633| 15,179 4,710 12,170 -4,408 23,118 954 7,516
6 7376"]1—9_— 164,912 176,034 189,397 202,264 -3,507 539 2,366 5,797 -1,159 1,564 96 856
7 %7&]%‘”{ 116,312 123,392 112,214 129,876 3,913 3,782 3,822 7,805 -3,468 3,141 3,186 9,567
8 EH%%/}_ 115,001 108,395 109,514 119,627 -2,141| -3,304 5,887 4415 2,540 -3,152 7,233 4,128
9 %03 'H—ﬁ’_— 103,627 105,910 10,896 111,168| 11,065 8,264 1,199 5,688 -2,108 10478 461 4915
10 ‘?.ﬂ—zr'ﬂ—ﬁ’_— 98,301 98,089 105,637 103,029 5,977 159 -1,635 2,317 14,913 1,670 154 2,107
11 ?}"5‘ 'H—ﬁ’_— 36,019 59,509 65,862 82,828 6,488 14,255 12,852 10,400 7,291 13,033 13,157 9,051
F M AFAE 71E, BeA AHOIYREY ool A HAl A<




A
u

2. AET} ofajo} =7 A oUAAL 2+ HA
AEe}t ofAjo} =& HH oY HA 11 7

3} 5]

Al
o Sk}, AEOILSE 4B AP AEDG ofAo 2 ArolUMAl 7

Ao B ALK o R

=

)

3 1991d 11€

S

=

=

=

A ob e A A

[e)

i

Zo] =& A" oYAA 7+ POOLA =

s

2 dZFH A= 4= oo Y. o % A3 A

AL, EEEA

134 O
o}
=l

T
=
=

=

1

Gl
Al

Z]

]

=
-T-

&
20

7}

A

Ay

73

-
o

~E

or

~

;Ow_

w
il

o}

717 29 5
oWt

o)

1

°
yil

25 1994

s

[e)

drF T

T, U A(GRI-General Rate Increase) 52 =

1AL €] 3] (YSLC)

A
hall

R

—_—

0
"
4

ZO]

F7}

&

22 253 HEY A4
Aol o,

sHATH 1979 24" T A

I FHAAE FF3 AEEZ ofAo} & 7H o]

71E A A A

ﬁo
)]
B

L

;Ow_
oF

il

of
o

3}

)

3} A A

=
LY

3

o]
h=i

Al shel &

;‘g

7471

o

==
fi%e)

g opalo} =z HE oA} e

|

)

"y

0
B

_24_



B A = A3E Ade HAE.

AN

3. JAEZ} opAlo} =& A oy AL AR 2 AR

Az} oprlol F2 AH|UAAL 1+ FFAAH £ Ashe
DA E= G AAAA BEAL. AR G2} FY 52
YO AEF opAclge Areld £EMNAE ATFHE T A
U HolBg, of TASE TANNLI BHEAY JTA
g7t A T A FAY AAE BN WAT 5 Qo
g8 AESe A5 BAST AT AF A opalop F A oA
e 14 AAHE Fue &4
Alg m] 9E) ¢lA, B mMH A

A = 70
MEA ol thekdlt S F7HA =854 = U

g = A" olUHAE ] AA Al
2®3 JF ZEA 2 AASo] BREEE UAAHAE HAS f =
3} P =8 AHoJYAMAEL 19 87 =

AsHA = Aot

<]

E3] <¥% 2-13>9] SERVQUAL A{H|~FZo
749 7

A E= I ERSI PRY
o) 8y = AANAT} FI4 S 1

%) KA, WA, P FEY A FALFAE R A 7 AN
et Al A ot

3) AY, 2010, A7V AA] @ Az ANAED, ARE D A AR P2 B
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122 o Furt BUF FEO2
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=2 e o]y AdAbEe] 30~50

o] §rr) 2 Ad oA Ak

24 SERVQUAL A" o] JAALY] A A E) A8 A
d 21919] Aol il I x| 2o o] A
S . oFEE Auz=e] ek A=st gear
A4 & A5 LM e e s
(Reliability) |33+ 59 e e
AN gUY F5o) AAUE
A I AET AN AE
w34 LA B AEE | AT oA
(Responsiveness) |5H-3- - A QT AEF S, Al B] 2o
HE A& he
s1ol A - Z Qo] A4z o B A}
i 2919 )23 i
R ] ANZE AgREE 59,
w4 @ o _
(Assurance) A AEA AR F, Auketd 83,
- CFEAREE, YA HE
- TAIA AFFLATE AEA B4
F74 w2 U olslsk |- sFaTel ot olsst ulg,
(Empathy)  |Hl2] CRCEIORES
A2 gol 4
agy A R EEE Ll CIEE]
(T;Tn bl |AEEET Fel | ngatel e, A3, 49, eew,
5 9% 25 A4
Aol Bel AF AT-95FANE FHoR, FFFUFA}3]7, 26(4), plN.
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AE} opAloh TH AHOIIMAES] LANu 2T} ez} AFo o
F84 29 972 WA DA LA E 2

AArE WEekA RaE AstESHEBl of Lading)d 3=
(Delivery Order)E w5 Wi I AR EHE|EH CY(Container Yard)oﬂ
EDI(Electronic data Interchange)® M2 Eo| A 3l=9 -1V 7Hs
e # oy}, AEAHe 2tE A LS T Boh bE A7t

L
Ho| A= CRM(Customer Relationship Management) ¢

¥
@
L
;g

obrlof =2 HHEOJHAAALY 2 F2Q] o33 wWE W}
2 =8 aAX82=] A4, v = a =
o] BUYE AR TS vEE sXnpg o ® wriA HEsE FEHE
AMEL HMSE BQE stal o, o]¢ HEo <& 2-14>0A YEd
o} Zro] f-uete] HdH ol AHEEZFd AEe} ofrofAHo] S
& Z7Vl S FF T <F 2-15>, <F 2-16>° A A3 v} 72
QoA BT A&HoZ FUd AHolgte A4S e 9
old B IVt AFAMAAE XF AEH ofN ol NHY EF /A
°
|

AgAE Zolar, fElvet JIE= ofr ot =37 AE oy
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< 2-14> FAE A9E HArAH 2= S d%

Aul 2= A =

A or0d 20114 | 20124 | 2013@ | 201aa | = | 1) ()
J H 63 70 68.5 71.5 71 A0.5 18.3
ol 72 72 77 85 91 6 234
=z = 51 45.5 45 425 48 5.5 12.3
5 7 37 46 50.5 57 57 0 14.7
¢ A 29 43 39 33.5 41 7.5 10.5
+ 9 26 37 24.5 30 29 Al 7.5
2| Al o} 12 13.5 13.5 11 12 1 3.1
z & 15 13 12 11.5 14.5 3 3.7
o &5 18 27 27 25 22 A3 5.7
7] €+ 0 1 1 1 3.5 2.5 0.9

Al 323 368 358 368 389 21 100.0
Z+F : BPA, 2014. 12. 2014'd 715 1,000TEUC| 4 8|22 &= AAbel 25,

T8 x3

<3 2-15> FAFG-A9E HEloly A o =F

(] : HTEU)

A Y 2011 2012 2013 2014| 2015 2016 2017 2018

En) 50,457 52,306 53,484| 55,408 57,129| 58,983 61,071| 63,215

BuolEek 18,402 18,880 19,305 20,052 20,680 21,447 22,331 23,132

EEnay, 4192 4,392| 4543 4,647 4,754 4851 5,021 5,198

FH| AR 27,862 29,034| 29,636| 30,709 31,695 32,685 33,720/ 34,885

4 109,569 112,163| 114,999| 118,920|123,208| 127,753 132,911| 138,326

EAH| 52865 52911| 53,575 55,034 56,644| 58256 59,987 61,858

27kt ue]ol& el 9,286] 9,993 10,322 10,592| 10,939| 11,291 11,754, 12,297

A Fl| 24,056] 24,696 25478 26,493 27,474| 28,605 29,826/ 31,057

oft
St

A Fd &S| 23,362] 24,563 25,624 26,802 28,151 29,601 31,344| 33,114

oAl o} 313,526| 330,811 345,644| 366,751|390,578| 416,398| 444,362 474,705

Bolalo} 55608 58,094 59,197 61,887 64,659 67,477 70,425 73,473

=34 | 175,781 186,504| 198,063| 212,035228,181 245,906| 265,226 285,875
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Solalo} 82,137 86,214) 88,385 92,829 97,738| 103,016, 108,711| 115,358
&/ gotA ok 50,157| 52,691| 54,021| 57,460 61,112| 65,178 69,522/ 73,978
F%| 32521 34,991 35439 37356 39,731 42,492 45426| 48,486
dolAlot  17,636| 17,7000 18,581 20,105 21,381 22,686 24,096 25,492
ghel obu| 2] 7} 39,966 41,745 42,085 43,705 45,407 49,063 52,976 55,750
sotmet/ iﬂi} 20,890 22,324 21,615 21,869 22,403 24,648 27,039 28,294
oS 11,444) 11,594) 12,587| 13,324 14,016 14,911 15,858 16,794
oMol 7,632 7,827 7,883 8512] 8988 9,504 10,079 10,662
o}z g 7} 20,922| 21,546 23,148 24,089 25581 27,310/ 29,117 30,998
SolzgsH 3228 3519] 3513 3552 3627 3,713 3,808 3,909
Bolxzalzl|  4,846] 4,684 5456 5878 6376 6,845 7,277 7,679
Motzg7t 7,808 8312 8800 9,317 9,956 10,766 11,689 12,700
GRolzelzt 5041 5031 5378/ 5341| 5623 5985 6,343] 6,710
L Aoy} 10,349 10,640 10,644 10,983 11,371 11,779 12,216 12,671
A AA| 594,946| 621,901 644,024 677,316/ 714,386 756,463 802,177| 849,642
*Z% : Drewry Maritime Research, & “71” @ T/S x%
A% : BPA, F-4He BA Az, 2016, 4.
<FE 2-16> AJHE fHH oY AHYEHF oA 4&
(9 %)
A 2011 2012 2013 2014 2015 2016/ 2017 2018
= 28 37 23/ 36/ 31 32 35 35
EulsQt 38 26 23 39 31 3.7 41 3.6
A=y 50 48 34 23 23 20 35 35
Eu) A<t 1.8 4.2 21| 3.6 32 31 3.2 3.5
9 75 24 25 34 36 37 40 41
EA/Y 56 01 13 27 29 28 30 31
2 yn|ol&tE] 162 7.6 33 26 33 32 41 46
MAZFs| 48 27 32 40 37 41 43 41
FA &S| 1170 51 43| 46 50/ 52| 59 56
o}A o} 94/ 55 45 61 65 66 67 68
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FolAlol 76/ 45 19 45 45 44 44 43

=34 105 61 62 71 76 78 79 78

sdolAlol 83 50 25 5.0 53/ 54/ 55 6.1

<5/ 2ot o 57/ 51 25 64 64 6.7 67 64

Zz%= 61 76 13 54 64 69 69 67

HGolAlol 50 04 50 82 63 61 62 538

gh&lojr 2] 7} 911 45 08 38 39 81 80/ 5.2

EX
= om]f-q?}/?ﬂﬂ%ﬂl 70 69 32 12 24 100 97 46

‘é”ﬂ%?l 105 13 86/ 59 52/ 64 63 59

GulAet 130 26 07 80 56 57 61 58

ol g] 7} 118 30 74 41 6.2 68 66 65

otz 7 153 9.0 -02 1.1 21 24 25 27

Folzg7t 25 -33 165 7.7 85 74 63 55

AMol=e7} 184 65 59 59 69 81 86 86

gHolzg7k 98 02 69 -07 53 64 6.0 538

LA ok o} 6.8 28 0.0 3.2 35 36/ 37 37

A AA 45 3.6 52 55 59 6.0/ 59

*Z*] : Drewry Maritime Research

Z5 : BPA, F4H) SA AL, 2015. 4.

A AMu| = F4

4) B. S. Jean, 1803. Traite deconomic Politique, ou simple exposition de la
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e EAY FxIE obde &89 FxolH, AMAdA &S FE
= HEZAA FEIbxni~gta Bk,

19999+ Ee AAgsS S75 USA77] s Auss A
AT AT A DEE A lA = Stanton(1978)6)0] A H| 7 A
! E SIS FEY 502 AFolY e AN

2 Hujel JpEAH R el shed Aozt A3 FFEZA Ao,
Shostack(1977))7F F& A7 obd ABlAe FPAR AujHA = FoH
FREEe Az AA Y 2L ofdr A HA sttt ¢ &
AEAF A, Levitt(1976)9)9] AHl2=e FFAAZE ofd Ixto] IXtol
& BA T Be o] 71E FAolgta HAAdteE BAEZR A, 1
2] Altman & Taylar(1973)2] AjH|2&= IAH A2 FHAY FS A
2RE HA 19 ZAE MANTE A0R He A ds BA

274 B2 Yrold gtk

I

=

A
}
Aol

Ol
k

o]
AL
H]

AT ABl=Fdel s g a3y A
TR0l SASA L 1o &) A= AdE= FEHAJ FHrre

manieredont se forment, se distribuent et se consomment des richesses. 6th

Ed. Deterville:Paris.
5) ol Al, 1999. A/H] = mlAE. SFAALA &
6) W. J. Stanton, 1978. Fundamentals of Marketing. 7th Ed. McGraw-Hill

International:New Jersey.
7) G. L. Shostact, 1977. Breaking Free from Product Marketing, Jornal of

Marketing, 31, pp.72-80.
8) T. Levitt, 1976. The Industrialization of Service. Harvard Business Review.

54(5), pp.63-64.
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meld Auls Fdol UE Y B 24, ArRPe BE RE AN
2o A wAA 2o BojHof an], Ml E
Mol Uzg dui AslA sotsterbel 29 Utk 5 A1 SolAl 9
of A thd A&F Wrieh F7HHA YzE sjetau)

F2A 7HE Tag Jidelstr & 4 e Aot

Gronoos(1982)9)= Al 42 74 FE3 AAH4 F429 dolH,
Zled F4E &PV Fole S A7l #RE Aol FFo| ol
et JYA A JrAE Yy, A FE2LS SRRV o9
OAS 2s A7l tigk B o] Al Folet= &F 1 AA|TE ol A
3o S &RATE 222 gosis AeolH 53] #AZ FHo| T
_8_‘8]-13}31 3t} Lehtinen(1985)102 AH|2~ FA S IANA AFH= &

o

o oaf BIlE= B8 FA(Process Quality)? #g o] 11749
H7te g A7FE(Outcome Quality)S ©liEHAHCZ g3t
AMEl 2 F4 HItol| B3 A= Parasuraman, Zeitharnl and Berry(198
8)IN7t 71Ee] MMz Fo| gk &njAe] Xze #HrEskr] #8570

9) C. Gronroos, 1990. Service Management and Marketing, Managing the

moment of Truth in Service Competition. Lexington Books:Lexington.
10) J. R. Lethinen, 1985. Quality Oriented Service Marketing. M.A. Finland:

University of Tampere.
11) A. Parasuraman & L. L. Berry, 1988. A Conceptual Model of Service

Quality and its Implications for Future Reserch. Journal of Marketing, 49,
pp.41-49.
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24 o] 227 E o] AulA ZA AR QoS NEEAUT. o] 50| Akst
SERVQUAL =& TE AH| 2 Roko] FAH | 714 dy ALEE

Al A= A

rr
=

o (W

Holbrok¥ Corfman(1985)12)2 AH| A& A4 ¢ FZHolg}
= o|&stA F=vtH Z1AA FZ (Mechanistic Quality)® A7t
(Humanistic Quality)et= 7Id<= AAlstAS. & AAd EQA S H
ZIAA FAA AEe FEA des VHEYE b}
AHAE YA A JFdeE A3t Carman(1990)13)2 Parasuraman,
Zeitharnl and BerryE°| AAIg Au|2=FZA 9] 5712 2o i3] A&
ATAH A=l whet - o] Hesty 50 AAIE a9l
=2 ET AH2Addd A&stes A& AV AT FASA T
Cronin®} Taylor(1992)14)= Av|2= F242 HE o3 /Ndste}l FA 5

=
oloF 3}l x]zm}gi}z %7}7} Zbestttal st Ay F4 <

X
O o

o

é]_

(0]
o~
N
i
!l

Ir

o

Aol Uk oA} 01%0,3(199@15)& AWz E2e zvizte] ZHdA

nletny] WEel Awd FAs 74" ¥4, AHELY AFED, 7))
o}

o g¥te) Ma % 37kA 54 sHdtha

12) M. B. Holbrock & K. P. Corfman, 1985. Quality and Value in the
Consumption Esperience: Phaddrus Rides Again, in J. Jacoby & J. Olson
(eds) Perceived Quality: How consumers view  stores and Merchandise.

Lexington Books:Lexington.

13) J. M. Carman, 1990. Consumer Perceptions of Service Quality: Assesment
of the SERVQUAL Dementions. Journal of retailing, 66(1), pp.33-55.

14) J. J. Cronin & S. A. Taylor, 1992. Measuring Service Quality: A
Raxamination and Extension. Journal of Marketing, 56, pp.55-68.

15) ol Al, ols4, 1997. A/H]= Fgo gigl g5 & Ad=H. Aade
ol A AT A pp.254-255.

d
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Tl Ao s Anlz FL BF APATEE ATU(1991)16)
o] SERVQUALS ©] &3 A7 sidrte] FAAA B3 45 £4
g mp 9ar, = AIEY (2000017 A 2~0 wAER BAYo J &
A, BE7IAR =9 HAg ST
Al7re] 5714 EAJo=E
H] 2= 9] %Z‘—JX]ZMl B ATE S

7Islo2 TR A/

o
ox
O
2
ox
o
®
ox
x
o
o
o @

o, 213(2008)192 A7 Aoy s &71gol AFEE A H =

<H 217> Auj= £4 3 A H 2 F2 it s

A7 & W 3
LI BN
Zled FEY PAA FHo T
- 7l=d FE:ANATE e e AJT
Gronoos &3k A R |
(1982) - BgE EAauAT) o®A IAL DA | B2
A7F thek HJef AF &-50]
old A FWHE &AM A7} ot

pp.49—59

17) A%, 2000, AeA M2 FA) FARF B AT FFIY FIHI
G A A5, 13(6),  pp.489-507.

18) AR, 1995, Lo A G A9 A =FF 2ol Bt @7 SIS =
3k g o) o) o

19) BH), 2008 e Hs FHo] DABES FHE v GG B
D517 AABES e, Ak o) o) oL
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34 4% AnE

. H A
Lehtinen - BAZFZ A8 A AFE ZAe] A ;};;}—l
(1985) - AYZ A A8 A AYE o 1A Hrt b
Parasuraman, SERVQUAL 23| 54 54

Zeithaml, and
Berry, (1988)

71E Ml 2=F 2o gk aulAke] A7 ot
el 570 & 2270 &= AR ~Fd
agasl Mg

EE AHlx
Hofoll g
Al 2 &8

Holbrok and
Corfman (1985)

PR
o A
e Ao

EE AHlx

Carman SERVQUAL =&2| As8 A+ 2helo] A%
- PN ST h -l hl
(1990) - Aulzgk]iel] wel e g de Bl =z
SERVPERF =&2| 4 =4
, - AHl 2 FEL "Bz o) Jidst g 4
Cronin and Hojol 3lH X zZuko 2 W} s A3 24
Taylor S AEZER WS o) AgA e as | 0T R
(1992) 27}, Al Edo] ti 7 Eao] §lo]
I EF
AR Fd3 AzE F4
oAt o2 | NN g = SHAR
(1997) B FA34 2y 4 =

71 o} Aol wln

Z

A%

(1991) F42 QA4 A HAF AT
sl eAu 0] nAIR A B 54 571HA
Al =5
(2000) - AR, AETIANE 228 v A7 AR 2,
SYHE, FojAu 2, AL g AIRE
_ J A %]-ﬁxq,
9= 20 B B A Sl e
( 995) - '6'/1\:117]'3"‘—’/]' "l‘1_7]'6'vc—)—i '—TLAO ﬂﬂ/‘é,zﬂi}'x&]
A7 Aeloly s 7]gol A& sk
A3 3l -1 H] 2
(2008 FAo] uAREI uAFY ol PR =
FEFS AT 24
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3. QEE olAo} Z& ABo|YHAY TAMH 2 EA

Ol Eg} ofxo} ZA Ag oAt mAAH A= FEW ZAH ZHo)
UAAh} o8 dAkebs 2pEste I DAY A8~ =2

sttt 2 29d 13 dHoUdAe EF53E AA| A2®ld JRZEA
of aAEe] gFE FHY nAMHAE AFEtaL, = AAANE oY

A Qlme aso] Aolet B3E B4, ® ] £&-9sk3e] 24 7
01 o

oto] ooz Pl AR AE AFsr] AHTh AEE ofAo}
=2 ZH UL I A= AR ) A Ao e
Thoobyeh thekek ZokollM L I M2 WiAuss HgS AXH

Aol HxaE AN~ 2 g FYch

Eg} ofAo} =3 AHolUAALY wAMEIAE uAT HES f

st7] §1%k Id2E, AHIHEE) %, =9 AFdFHyH Axgs
A9 dFAHE, AdskEdEBill of Lading), 3= =A A4 (Delivery
Order) ¥5 59 AR dF S22 Uz F AT wEhA o9 =32
SlAbol whel AEro] Apol=

\=)
}\ T
o] At 3= 2—17]—&—%—% FEete =@5A, AF #d fdF A

2 BEE 10 BEH ALHA AGBAT FANL AZE 1AL
Akl YA G BelE A wh, wAo] FaNFE nAAN 2 F
4 BAES st F ;Ao Asks WAMNLE AFHE Zolnz
of AN ANz FA FIPIEOE FAT N, WA, HA
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llew HA odR FEHER 7 RopdA sl yria 9o

Levitt(1960)20= 2tdiolgh 7Ide] AFS Aidshe HA ol ot 1A=

WA= Holgte e BE F9AdEe] BAdlor sk a2
%

Ae BulrlEs A Aol obd wAT mAle 7o da A%
dota Aok

d|

DRSS AW PeRRE ol
(Evaluation Process)oll =%
Hol A= Howard®} Sheth(1969)21)7}
gl thete] HAstA F& FARHEEA BHA ‘?%2%‘431 71+ <

(Cognitive condition)Z} g1, Oliver(1981)22+= 7|the] EUX]
= 259 A8 anlddol tall ApdA oz LnATE Zhes 4%

g
o
L
_-m
o
L
o
[V L
r
%0,
rr
Rt
)
t
2
N
2

U |
o
o o

S S od XN ood M
o
o

EdHog opZ|A7= THA A 32 Ao ok v 34 9
oA HeolE U o]lZ2E Hunt(1977)2)7F &¥) 4 0] A% 7dR
+ FUTE Briga o, Tsedt Wilton(1988)24)> Al Foll tial At
AHog zkm YA 7Iget &M & AZ4E AFAH Abole] Aol thgh
M) whgo® Ao o] F 7hA ZFH F AAMAE A Z
Mol ofe] ZofollA el AHHI = ole H A FHY A7
A, B4, Al 38 2ol ds) AE7E 7hsstkr] dEelth

20) T. Levitt, 1960. Marketing Myopia. Harvard Business Review, 38(4),

pp.45-56.
21) A. H. John & N. S. Jagdish, 1969. The theory of Buyer Behavior. John

Willey & Sons:New York.
22) R. L. Oliver, 1981. Measurement and Evaluation of Satisfaction Process in

Retail Setting. Journal of Retailing, 57, pp.25-48.
23) H. K. Hunt, 1977. CS/D-Overview and Future Reserch Direction.

Conceptualization and Measurement of Consumer  Satisfaction and
Dissatisfaction. H. K. Hunt ed. MA. Marketing Science Institue:Cambridge.

MA.
24) D. K. Tse & P. C. Wiltion, 1988. Model of Consumer Satisfaction

Formation: An Extension. Journal of Marketing Research, 25, pp.204-212.
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o] A7]ol el ZdESH neS A Re ZdFES A% 7]
Aol =8 To] FIFS U] A3 33, Churchill?t Suprenant(1982)26)
= odE Ae Add FujAre] Fun g3 B uw A ]l Tl o
AEER AWsta Xﬂ%iﬂr AH| 220 &4 digk I For PFriH e
Bl =&} Hlw gt

AMHl 2= F-o] 255 14 0] HEE 7Mool Eue FES Agd
ToF A nARES) gk A7 =3 @S Aot AFEo] o A
of we} 254 WMslEal Th Beardeny}t Teel(1983)27)2 AJH] 2FH ¥
T Fe] FFS Fole Aol 1A F A E(Customer Loyalty)S} &3
A ATz oot FAMOY, HTe| AT Griffin(1997)28)2
AR FEo] FoRAIHEE o]A o] RIEA] REEFujel dAvjo] Frte

oloX A Tt ATANE WEHL o] JoE 1A VI s
Zorzol Wetigleoz Hojd v 5 BL ATS0 FUHL Fad
o}

25) D. A. Aaker , 1988. Strategic Market Management. 2nd Ed. John Wiley

& Sons Inc.:New York.
26) G. A. Churchill Jr. & C. Suprenant, 1982. An Investigation into the

determinants of customer satisfaction. Journal of Marketing Research, 19,

pp.491-504.
27) W. W. Bearden & J. E. Teel, 1983. Selected Determinants of Consumer

Satisfaction and Complaint Reports. Journal of Marketing Kesearch, 20,

pp.21-28.
28) J. Griffin, 1995. Customer Loyalty: How to Earn It, How to Keep It

Lexington Books:New York. pp.242.
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29) M. Pfaff, 1977. The Index of Consumer Satisfaction: Measurement
Problems and Opportunities. Conceptualization and Measurement of Consumer
Satisfaction and Dissatisfaction, H. K. Hunt ed. Marketing Science

Institue:Cambridge. MA. pp.36-71.
30) J. J. Cronin, Jr. & S. A. Taylor, 1992. op. cit., pp.55-68.
31) R. T. Rust & R. L. Oliver, 1994. Service Quality: New Directions in

Theory and Practice. Thousand QOaks(CA: Sago Publications), pp.72-94.
32) J. H. McAlexander, 1994. Service Quality measurement. Journal of Health

care marketing, February, pp.34-40.
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33) R. L. Oliver & W. S. DeSarbo, 1988. Response Determinants in

satisfaction. Judgments. Journal of Consumer Research 14, pp.495-507.
34) E. C. Clemmer & B. Schneider, 1996. Fair Service. Advances in Service

Marketing and Management, S. W Brown et al, Ed. 5(Ct: JAI Press),

pp.109-126.
35) S. A. Latour & C. P. Nancy, 1979. Conceptual and Methodological Issues

in Consumer Satisfaction Research. In Advances in Consumer Research, 6,

pp.431-437.
36) J. E. Swan & W. S. Martin, 1981. Testing Comparison Level and

Predictive Expectation Model of Satisfaction. In Advance in Consumer
Research, pp.77-82.
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37) R. A. Westbook & M. D. Reilly, 1983. Value-Percept Disparity An
Alternative to the Diconfirmation of Expectations Theory of Consumer

Satisfaction. In Advances in Consumer Research, 10, pp.256-261.
38) o4, Aee, AYE, 2010, A7l nAXEA ] A AFDI} A

ol vz G A3 Ao FFEF AT, 26(3), pp.379-405.
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Bl=of A P& +o] #A HE=ekal F o, Jones? Sasser(1995)40+=
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39) A. S. Dick & K. Basu, 1994. Customer loyalty: toward an integrated
conceptual framework. Journal of the Academy of Marketing Science, 22(2),

pp.99-113.
40) T. O. Jones & W. E. Sasser Jr., 1995. Why satisfied customers defect.

Harvard Business EReview, 73, pp.88-99.
41) J. Jacoby & D. B. Wilcox, 1997. True Vendor Loyalty or Simply Repeat

Purchase Behavior?. Journal of Marketing Research, 10, pp.1-9.
42) R. L. Oliver, 1999. Whence Consumer Loyalty?. Journal of Marketing,

63(Special Issue), pp.33-44.
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43) K. Coyne, 1989. Beyond Service Fads-meaningful Strategies for the Real

World. Sloan Management Review, 30(4), p.73.

44) R. T. Rust & R. L. Oliver, 1994, op. cit., pp.1-20.

45) F. Dorsch, 2000. The Diversity of Disjunctivism Fabian Dorsch
Disjunctivism, perception, Action, Knowledge. Fiona Macpherson & Adrian

Haddock Ed. pp.b2-58.
46) J. L. Heskett, W. E. Sasser & C. W. L. Hart, 1990. Service

Breakthroughs: changing the rules of the game. The Free Press, p.214.
47) W. O. Bearden & J. E. Teel, 1983. op. cit., pp.21-28.
48) F. E. Webster, 1994. Defining the new marketing concept. Marketing

Management, 2(4), pp.23-31.
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S A e <& 219> 2k

<3 2-19> AAF =l ek AT

a4 & =] A
Covne IS FEojY BN FFE0
(19}8]9) oL FF oY uf AAt or FFo]
wAsHA M3t

49) o)A, FA-+H, 1998. =4 o] A ~FE Hrlo] v x= Gafol] #gh
A, etelFA s 13(1), pp.61-86.
50) J. E. G. Bateson, 1995. Managing services marketing: text and readings.

3rd Ed. The Dryden Press:Fort Worth TX.
51) A. Geva & A. Goldman, 1990. Duality in consumer post-purchase attitude.

Py

Journal of Economic Psychology, 12, pp.141-164.
52) F7™, 2002. Bl~ER BHE ojurp AHakE o] x B slAFE o] v ]
= Gl #El o WAL e dl A T B pp.24-26.

_49_



T
NN

Lol T
[
O e
M

17_|
7 ol

19] 717ke] Z
A el 2ol ]

%4

s

#7419)

14
=

7N

ARgARSE 71 o] A&3 BA

4

Rust and
Olive (1994)

Dorsch
(2000)

ok MATOIA A E e} o] AAt o e “aAo] Anh} A
_ 50 _

3. 1B ofalol F7 AEolUAALe] A ol %

Bearden and

and Hart
Teel

Heskett,
Sasser
(1990)
(1993)
Geva and
Goldman
(1990)




S
Aol mAE AEDDT F 5 Atk F Auzel fE A5 Amst B
WA @3, A HEUEA oW/Y FEHE GY ZEAXE TR
RS mE AAMA Yol 71E AYHAE BAF g BolA @
tod 0e Ak sAel Bks AS ofusa, whe Auls A
oh gre AT BA W AES e A5 A AAGE ol FoiAA §e
Aolm], 1AL olgstel thE AAMAL M2 o & ol

ol AAeke] APHY 5 Y7
Zo)7} Wasith meA AEG oo} A Ao UAES
TE x

KR
-
=9 4 gle AAQ Weko] Wastm, Lol %A @A A SOl
T

J—}

AAE oo thE) ojBA MAF=R 9} AT JEE =olr] 93
ZajoF & AH|2~ g0l el HEAof & Ao|th B ATo|A A



>
=
H{Ll

23 wATET} A A kel o
oflAlo} =& AH o|HYAHAIES]

Aol ol ouE =t s

_52_



A3y d72A

A1d 972
1. AT+

199 BEA T REL 45
o Folop @ o] RoIAE mAMN 2N Fo 2holv, /1Y
of AT ANz FAol tha) Aol WAL 1 wEe) A=

T FE AAGE FAT F YES 5
o
=

o] Yste WAMULE AFH Baky 1 s)de] Azt
Al zs0] &2 AAES Flol7lo wAe] Qlsh Aulz Edo| tha) =
Apahan, Aulzo] B3 REEE gol7] g8l =Haok & Aotk 1Ae
FAEE ARAE HYAUAosH Az FAOMLE MY FAT 9
Aaxd Ade 1 FTE ooE ANSA e Aoln ARG o
A DA S AT S HHAED 2 DARNSE ZYe A5
U glolth, =G uAREY F=r} AAGeEe MAE P A
£2e 9% SuE AN PG Hgo] BaF Aol

JAET ofAo} 2 Ar oM EF E
ANga)d 2 FA AA weh BEs| mAAu o] thak A2l
4ol Bag Aot ety B A7E ARATSdA AN A
s weow e ofAcl & A o|aAe] nANN 2~ EA 1

of g 124 ®=, TJEa AA ko=l digk ddEAdI =2 FA

3 BY Ay gom, FF U



H1 H2
1A0HE X70f 9 =

40 Okl JerE rx=
ek 0N = ojo B
O O O o O

<13 31> d+23

2. WSe) 227 oo} =

B AFod A% AFnds} sFES AAsy] 8 SHHFE A
A A

o o

= AN A48 AyPATe SERVQUAL EES AR 41FA
g, FAg, 3, 3489 571A aRle 2 FASINT. BE WP
o] J=& AE(Likert) 78 HEE A&ATH

1) QIE} opAlo} A Ar ol Abe] mAAHl 2

_54_



S

AEZ okrol =3 ol dAte] A AMu] 2~

[¢)

&l 47

o
At 5,000

g

3 Aol &

[

== Al =7 & ell

1

°
yil

=33

S
ZAHPILOT TEST)

=

H %l vke} o] Parasuraman, Zeithmal and Berry(1994)

ol

=

o] ]

Thal Bkt mebAM an

TEU ©]/d<] ZH oy

i~

5
T

2

7

=
=

‘]

XA

TAH FHLAE ofd =

k<]

T

2.9

g

=X
=

XE_]

Hia

o) zApz Aol

<¥ 31> QAEZ} ofAo} Fa Aol T

+

0
O\in

[€)

-

IT7]

o)
=

Azp, Hed FH o)A
— 55 —

ERETEE LY

A4
A
s

(Reliability)

|

.

A
(Assurance)

A |(Responsiveness)

7
)

Ea




(Empathy) |- A7

7142l AF-gHE, oln A
AN R, AHl= &2, ARz HE
- AdEud 2 YT FiAA, HH Y o &H|

T34

(Tangible)

2) JEe} ofAof A oA AR

JAEZ} oprlol =& A o|HAALY] AL &%
AGA @ FEUETHALAER o] 50l AFHE =
4] B 4k Oliver(1981)3)= 172 WS Fujd A
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o] Bl E ot JAXSHA H= REEolZtal F438E3] 2, Parasuraman,
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53) R. L. Oliver, 1981. op. cit., pp.25-48.
54) A. Parasuraman, V. A. Zeithaml and L. L. Berry, Reaccessment of

Expectations a Comparison Standard in Measuring Service Quality:

Implications for Further Reaserch. Journal of Marketing, 58, pp.111-124.
55) L. A. Crosby & N. stephens, 1987. Effects of relationship marketing on

satisfaction, retention and prices in the life insurance industry. Journal of
Marketing Research, 24, pp.404-11.
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53(2), pp.21-35.
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_60_



714 14] QEZ ofalo} A Aol AALe] TANH 2 FA
B AAVZ H(+)o G wA Bl
714 15] Qg ofalo} %4 Aoyt LANH 2z FA
FH4L LAV H(+)o FEL v Bl

2. QE} olalol 24 AEOIUHAY LA 2 Ed
AAF 2ol i 714

Bitner(1990)= ARl 2FH & Ao A T e ENS
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2 A B4 e =435 Cronbach’s Alpha(a) A4S 8393 dukz o
Cronbach’'s agteol ol A=W HH3 A= AFEAS] FZH o mrehi
b, Wd A g A4S YElWE Cronbach’s agb2 gt
Ao g 060l HluA Lol oty Ak g}

B AFoA JAEZ olAlo} & HH oA Au|A~FA 3 1T
= 9 AA kT U AL <F 42> <FE 43> <FE 44>} 7o)
A A

a%kOl 2 0.7~08 oldo.2 w7 Yebdo2X 2 SAHUS
2 =03 & 4 o 2gal o] dAFoAM e =H 7]]1]/::]-‘5-0] o]

B34 9 ZFAUEA BP4S JEsL S

TE AR&S S8R st JNEH SAe At
A=7H HEH = A &R WHES A= WEE

3 (content validity), 7]FEFE A (criterion-related validity), 713 B34

(construct validity)©] 12w, /NFElF A= 543 NFdS LA o3

stal ko e} o] & b (nomological validity), 5L g MdS A
2 gold A WHor 54T AAWE Alold =& ZBBATT o

of 3= FFEFZA(convergent validity), A= ol /MdES L3
SAYHOR SAHY 45 A3 @E Abolds ARBA T Yotop A=
FHEFGA (discriminant validity) &2 A 2=, o] Al 71 EfgAdo] A

60) AA L, 2002, A3 EFRAL HHE A3, SAALAL.
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(1) 744

7Hd 1-1:

7Ha 1-2:

7Hd 1-3:

7Hd 1-4: €

1-1, 1-2, 1-3, 14, 1-5¢ #HA

JEZ ofAlo} =4 AE| oy dAte] LAMR A F4

A e DR () FFL 1A Zolnk

A} ofAo} F2 Ado|IAAY TANL EA
WSS DA H(+)e] G ¥A Aot
A} ofAo} F2 Ao|IAAY TANL EA
;wg% DATE A(+)e] e v Aot
Eg} ofAo} T2 Arold el TAMN s

TR AT H(+)e FFE H|E Aot
712 1-5: JAEZ} ofAlo} & AHo|HJHALS] A AH 2~ F4
TS AR H(+)e IFE 7 Aot
=HHF QJEZ ofxlof & AHo|WYAALS] mAAqE] A~ FE A
A, 9k, A, T, 38 g EA o3 ZF 991 SAHA
O] FHAH FTHEHFR] 1A TEo] Hegk A" ®WH S o] &3 gy
AN S AASH o 1 A= <3 4-4>9 2o}
<3 44> IAAAMH 2 FA-I WUE OF3] A5
T3}
H| 38} Al . t 2 S FTA
Al <= )
g5
B T2k B F2}ekA | VIF
(47 | -2.260E-17 | 061 0.000 | 0.000
A1ZA 348 .061 348 5.680 | .000** 1.000 1.000
HESA] 126 .061 126 5.765 | .041** 1.000 1.000
a4 353 .061 353 2.063 | .000** 1.000 1.000
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LIEN B 152 .066 152 2290 |.023** | 1.000 1.000
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