creative
comimons

C O M O N S
& X EAlI-HI el Xl 2.0 Gigel=
Ol OtcHe =2 E 2= FR0l 86tH AFSA
o Ol MHE=E= SN, HE, 8E, A, SH & &5 = AsLIC

XS Mok ELICH

MNETEAl Fots BHEHNE HEAIGHHOF SLICH

Higel. M5t= 0 &

o Fot=, 0l MEZ2 THOIZE0ILE B2 H, 0l HAS0 B2 0|8
£ 2ok LIEFLH O OF 8 LICEH
o HEZXNZREH EX2 oItE O 0lelet xAdE=2 HEX EsLIT

AEAH OHE oISt Aele 212 WS0ll 26t g&
71 2f(Legal Code)E OloiotI| &H

olx2 0 Ed=t

Disclaimer =1

ction

Colle


http://creativecommons.org/licenses/by-nc-nd/2.0/kr/legalcode
http://creativecommons.org/licenses/by-nc-nd/2.0/kr/

& S H AL S 9 o=

2

FUEF FH LRI A E AR
WAFAHE v X = 9T : TG
AeolH Hud 2 FHLE

2023 29
72 o s udg g9
B A 2 83}

2 2

i) g



& S H AL S 9 o=

2

FUEF FH LRI A E AR
WAFAHE v X = 9T : TG
AeolH Hud 2 FHLE

=

o EEE FHUA YN =ROE AEY

20234 2€

—z
o

9 e & o e g

H B A 28 83}

2 2

i) g



20
23
W
2¢¥
172
A

Tor
.m.o
ﬁo

o
,m.o
ﬁo

Tor
,m.o
ﬁo

Tor
,m.o
ﬁo



11

N
Hr
oyl

Vi

H%wwwwwwwwwwwwwwwwwwwwwwwwwwwww

o -1 R RSO rreererrerzrey... SOOIV

1.1.

Tl %

1.2.

a
i

o)
-

1.4. od__rLg __rL}\é

20
28
32

36

p—

0

o

%0

o)

<
=~

™

p—

0

o

%0

o
H
umo
Ao
=

™

o0

=)

B!

=90

3.0, QI TEO] TFA] ceereerresseieis st

o3



4.1 EE—Q l—ET}‘é 1;_; 7]%%74]%44 ................................................................. 73
4.2, AFF Y] FEA T HFH e 81
43, NEAEFGA AT A B AT 82
4.4 :rLiE'_sgfﬂ 7&%: ......................................................................................... 88
V. @ B oot B B B BB e 112
5.1. @_—['_gjﬂrg _,9_91& ....................................................................................... 112
5.2. ATF Y] SAIRER erveveeoroaglesstliiiiis . B Wi S BT B 117
5.3. @f['—g {5}74]%134 g_l 601:3;2 ?:l:} l:lol—ég: ....................................................... 119
[7'(1— 1 = @_] ................................................................................................... 120
[J_TL %] ............................................................................................................ 127



O - - = I A A = <A < S < = = I A = T < T = < =< R =<

5

91, @ Ubal BFTFO] HER T ceovrrrereeeeeeeeeses s 9
920 G LFEF BHIFO] ToEL covrrieesminmnnneeee e 1
2-3. Parasuraman 5(1985)2] 107}A] AH] AFE A AA QO] cvervvvrennens 24
2-4. Parasuraman 5 (1985; 1988)9] M H] 2= AR Q Q1w 26
9-5. SERVQUALS] B2 T} covvrrrvvsssmrsssnsissssnssisssssssssssssssss s o7
9-6. A 22BIEZ LA Q010] TN s 29
07 AN 2eEA Tl FAEE MG AT werrereivnrsmmrnsenmsmninsinsis 31
9-8. AH IR T QL] FPU wvrerrrrerenerisensssasinssissssiesisn b sssesssssssssssssens 33
2-9, AHEZA T2 Q Ol BB T HBIGIST wwrrreeeresiyeesgitioseeonenseneasanenses 35
9-10. AH|AZEZ O] ZPU B & 0] eorevrrmrrssrsessseerisssessseessbssssssssns st esssss 38
2-11. Au)2ZFA FA Q0T FEE A FPA - e, 41
2-12. TANE T QO] W E A O] worvrrrerrrereniens e A4
2-13. AN Y] FA Q0N T FEE A BT e, 15
2-14, T ZA] T, ST Tl g ol IV e A7
2-15. TAZAE Q017 FFAF AT oo 49
3-1. AJ2REIZE A O] AT LG} oo 66
30, AR EA ] AT BB corrrrrrrrrreeerereeeesessosissssssssssssssssssssssssassssssssssesasasenene 63
3-3. AH| Z2ZFE A O] AT FLBJ crereiiiiii 70
3-4, AAANZ B T AEAEO] AR EFE s 72
41, TEE-O] EAI(R2330) wrevsrreesssmeesssssssssmsssssnssssssssssssss s 75
4-2. N 228 ZE Ao #3F 7] S E A FA] o 76
4-3, AREA] FHoF 7] 2B A FAD e 77



78
79
30
34

%

)

<
=~

™

B

i)

1o
A

%

)

5y

%0

No
=~

™

B

B

36
87

=

=

102
105
106
107

_iv_



d

d

I
jait)

S S s
iR « N o AR « S o

I
juit)

AT A Q] BEIL cervvvesrsenenessssissssess s 7
SHUFE 2 X 22 B AT B Q] e 15
SHOFE 2 X] 22 B AT B Q] e 16
FFUFE B A 2B O] B E oo 17

DeLone® McLean(1992)¢] A B A] 28] A Z R3] worreenensns 921

. DeLone® McLean(2003)¢] =4 ¥ BHA| 28] ARG e 22

. DeLone¥} McLean(2016)2] =4 HEA 2" JFEY oo 23
Parasuraman =(1985)8] R Z-7]t] B8] coorrrrisiisrssssnssssssnnnenn 95
ALY S . A A W ... N e 52
EE - EERt GF R TR TN 5 R — 9
Sl fh WM B SR E—— 104



The Effects of Port Logistics Quality Factors on Customer Loyalty

through Trust : Focusing on Busan New Port Container Terminal

Jin Seub Kim

Department of Information System, The Graduate School,

Pukyong National University

Abstract

Today, companies have become more complex and diversified in their
industrial structure and rapid internationalization has been achieved. As a
result, global companies targeting the world have emerged and the importance
of international logistics has begun to emerge. The highest proportion of
logistics is transportation and the shipping market is the largest part of this
transportation. Today, ports have limitations in evaluating competitiveness only
by expanding facilities and reducing rates. The physical requirements of ports
have been leveled due to competitive over-investment in port facilities and
back-up complexes around the world. In the end, the era of securing
competitiveness by only physical investment of port has passed and now
intangible competitiveness such as service quality is emphasized.

The purpose of this study is to analyze the effects of port logistics service
quality factors on customer trust and customer loyalty by focusing on
maintaining existing customers and enhancing loyalty, which are the core of
defensive strategies, based on the results of previous studies, and to present
basic data necessary for establishing management strategies for enhancing
competitiveness of Busan New Port Container Terminals.

This study divided the port logistics service quality into system quality,

information quality, and service quality based on Information System Success

_Vi_



Model and SERVQUAL Model. System quality was divided into Convenience,
Flexibility and Reactivity, information quality was divided into Accuracy and
Usefulness, service quality was divided into Empathy, Tangibles, Reliability,
Responsiveness and Assurance. In addition, the relationship between customer
trust and customer loyalty was empirically analyzed by dividing customer trust
into cognitive trust and emotional trust.

The sample of this study was a survey of prehistoric, agency, shipper and
forwarder who had experience using Busan New Port.

The result of this study are as follows. First, the hypothesis that system
quality will have a significant impact on cognitive trust was adopted, but the
hypothesis that it will have a significant impact on emotional trust was
partially adopted. Second, all the hypotheses that information quality will have
a significant effect on cognitive trust were partially adopted. Third, both the
hypothesis that service quality will have a significant effect on cognitive trust
and the hypothesis that it will have a significant effect on emotional trust
were adopted. Fourth, all the hypotheses that cognitive trust and emotional
trust will have a significant effect on customer loyalty were adopted. Fifth,
cognitive trust played a partial mediating role between Convenience, Flexibility,
Accuracy, Empathy and customer liyalty, and emotional trust played a partial
mediating role between Convenience, Flexibiity, Usefulness, Empathy and
customer loyalty. Therefore, in order to increase customer loyalty of container
terminals in Busan New Port, it iS necessary to manage not only customer

trust but also Convenience, Flexibility, Accuracy, Usefulness and Empathy.

Key words : Port Logistics Quality Factors, Container Terminal, System

Quality, Information Quality, Service Quality, Cognitive Trust,

Emotional Trust, Customer Loyalty
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HlE H| 2 (%)
A 275 84.1
4 52 159
20Th 42 12.8
30t 84 25.7
. 40t 96 29.3
50th 87 26.7
60t 15 46
71 &} 3 0.9
hEs 39 11.9
AEdsia &4 63 19.3
Eie] st £< 149 456
gl 24 oA 67 20.4
71 E} 9 2.8
A 67 205
o 2] 74 22.6
Az 7+ 81 247
B 217 46 14.1
3 27 83
71 EF 32 9.8
54 mwt 48 14.7
549710 73 22.3
109~15 104 31.8
153720 65 19.9
20137254 32 9.8
25 o4 5 15
HJNC 55 16.8
PNC 67 205
PNIT 72 22.0
HPNT 54 16.5
BNCT 61 18.7
71 e} 18 55
ZHely & 198 60.6
EERR 15 46
E o AH 114 34.8
327 100
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oX,

AVE C. R Cronbach's a
0.719 0.8%4 0.802
0.710 0.880 0.795
0.856 0947 0916
0.838 0.939 0.903
0.809 0927 0.882
0.743 0.896 0.827
0.749 0.899 0.832
0.806 0925 0.87
0.694 0.871 0.775
0.817 0.930 0.888
0.711 0.880 0.796
0.659 0.853 0.741
0.779 0913 0.858
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