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The Effects of Service Quality of Ship Management Company
on Customer Satisfaction and Customer Loyalty

Choong Gon Kwak

Fisheries & Marine Human Resource Development
Graduate School
Pukyoung National University

Abstract

The purpose of this study is to extract the factors affecting
service quality of ship management company, customer satisfaction,
and customer loyalty and to find out what effect service quality of
ship management company & customer satisfaction, service quality
of ship management company & customer loyalty, and customer
satisfaction & customer loyalty have respectively, as follows:

First, the study aims to determine whether factors of service
quality of ship management company, customer satisfaction, and
customer loyalty can be extracted. Secondly, this study tries to
identify what effect service quality of ship management company has
on customer satisfaction. Thirdly, this study seeks to discern what
effect service quality of ship management company has on customer
loyalty. And fourthly, this study attempts to find out what effect

customer satisfaction has on customer loyalty.
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The results from the factor analyses confirmed that service
quality as an independent variable comprised of 5 dimensions such
as tangibility, reliability, responsiveness, assurance, and empathy.
Reliability of all the variables was also very high with Cronbach's
Alpha = 0.9. Customer satisfaction as a mediating variable was
very high, with Cronbach's Alpha = 0.922 because it exceeded 0.9.
Customer loyalty as a dependent variable was very high, with
Cronbach's Alpha = 0.910 because it exceeded 0.9. From these, we
could discern that there was no problem in analyzing those variables
because their Cronbach's Alphas exceeded 0.6.

The results of hypothesis testing through regression analysis
showed that the hypothesis between service quality of ship
management company and customer satisfaction was accepted in
terms of all 5 service quality dimensions of tangibility, reliability,
responsiveness, assurance, and empathy. Also, the hypothesis
between service quality of ship management company and customer
loyalty was accepted in terms of all 5 service quality dimensions of
tangibility, reliability, responsiveness, assurance, and empathy.
Lastly, the hypothesis between customer satisfaction and customer

loyalty was accepted.
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