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The Impact of Service and Relation Quality in the Port Logistics
on Relation Continuity Intention:

Focused on Captains Calling at Busan Port

Jeong, U-Cheon

Department of International Commerce and Logistics

Graduate School, Pukyong National University

Abstract

As the environment for shipping and ports changes rapidly, major factors
of port competitiveness are also undergoing changes. This study proposes that
Busan Port boosts its relation continuity intention with customers as part of efforts to
survive the cutthroat competition among regions and countries.and to gain a competitive
advantage over rivals. The establishment of such a relation continuity intention is based
not only on a number “of study results showing that raising customer loyalty enables
ports to achieve a competitive advantage, but also on an assessment that from a
defensive marketing point of view, the source of port competitiveness depends more on
preventing existing customers from severing relations than creating new clients. In
addition, most of the existing demand-oriented studies on the port logistics service
quality have been made with management and staff of shipping companies, their
agencies, or shippers and forwarders, but this study focuses on captains who directly
experience and perceive the port logistics service. The selection of captains is grounded
on the fact that captains, through whom shipping companies use port services, are in a
position to well assess the quality of port services, most of which are provided at

container terminals playing a key role in the port logistics.
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Accordingly, the purpose of this study based on a survey of captains of liners
calling at Busan Port is to examine how intangible assets of relation quality, such as
customer satisfaction, trust and commitment with the port logistics service quality,
contribute to forming relation continuity intention. The results and suggestions of this
study are summarized as follows.

First, it has expanded the path of influence by adding customer trust and
commitment to the paradigm of port logistics service quality and customer satisfaction,
which affects customer loyalty and relation continuity intention.

Secondly, this study has established  five scales - tangibles, speediness,
responsiveness, reliability and safety - to measure the port. logistics service quality on
the basis of existing studies. And it has adopted a point of view“that sees each scale of
service quality as an element of overall service quality, not a predisposing factor.

Thirdly, safety has been found to have the greatest impact, on customer satisfaction,
followed by reliability and speediness. Shipping companies as major port customers, have
access to port logistics service via vessels | which call at the Port to load and unload
consigned cargo in a safe, accurate and quick way. Therefore, it has been found that
captains recognize safety, reliability and Speediness as- major factors for the port
logistics service quality.

Fourthly, an analysis of the.impact of service quality factors on trust has shown
that safety, which has influenced customer satisfaction the most, has a meaningful effect
on customer trust.

Fifthly, customer satisfaction has been found have a positive influence on trust and
commitment.

Sixthly, trust and commitment pertaining to relation quality has been found to have
a direct positive impact on relation continuity intention.

But unlike previous studies showing that customer satisfaction has a direct positive
impact on customer loyalty, a hypothesis that customer satisfaction would have a

positive impact on relation continuity intention has failed to win support.

- viii -



In conclusion, this study found that captains feel satisfaction directly by perceiving
and experiencing the factors for the port logistics service quality, and that a continuing
sense of satisfaction leads to trust and commitment, creating the final wvariable of
relation continuity intention. According to this outcome, a more strategic approach to the
promotion of customer trust and commitment is needed as a means of creating relation
continuity intention.

However, this study has covered only captains of container ships as liners which
regularly use the Port’s container terminals, so it is difficult to apply its results to the
overall quality of the Port’s logistics service. Therefore, future studies need to survey
captains of bulk carriers, general cargo ships, tankers and-all other tramps in order to
measure the overall quality of its logistics service and find out- service quality factors

tailored to each customer.
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A FARREEAL - 120099 % FARE AelolvstE Ae] 9 #EEA,, 2010, p. 7.

_10_



SEXE

-
1

Aol de] o st

2 A= Azt wAl= w2 Iy E A gl

<
T

o

ki3

&

o

=
T

1960 ] 7 g oy AHo] 5%

2) Aduke] o3}

N

el

olo
T

\.—_mﬂo

el

o

Ry

AA TRl A

E

el

%R

=2
1T

Aeeldd rael o st

oA 3h= 9

_ZTI

o oA

}

A ol

1

=

st =

=7}3

=

1] -§-]

F

A
pul

71 AA7E A

g

s

Fa

o
ap

)

baoglol A Aa

°

DE P
A

|

0]
2R

S
TE

o)y O
=

SISl B o=
o] A

d

s
=

==
=

Q

=

o B A uf

weha A}

Riu

2

¢

o)
Mﬂ
TR
%

o
il

bl m, WEAAMN 2 A TG bz

S

s

g

=
=7

U Ef 27}

5}

11

12,000~13,000 TEU w Mo = thA] ¥

S EEREE

<
T

1

-

i 52 ks

1960t 1,000 TEUwlAl 1980 tH 3,000~4,000 TEU, 20004 th

olF, AA7A ZHIWH I A

Al o

-

8,000 TEU, 200611 ©]



<& 2-3> 7Ho|HMe| A thigst F0[(EH: TEU, Meter, Knot)
T A1A A2A A 34 o A4y A5 A 6A o A7 A e A8A )
_ ISR
o ek 2743 o) /4 3} Qoral A o 3} ZA st
W BIEE =k Fahgpele | sy Ees FHEEgGEE S E s
shupuk
60 o 7040 & 80 90 o 90 o
. 1 1 ol *
i Fur [ PR Y ot g | R
A3 (TEU) 700~1,500 | 1,800~ 2,300 | 2,000~2,500 | 2,500~ 4,400 | 4,300 ~5,400 | 6,000~ 6,670 | 7,000~8,700 | 10,000~ 13,000
H
AxHAR NYK MOL Safmarine APL aag Maersk Maersk -
o - Lloyd
E
2 AzxAx 1968 19734 19799 1988\ 19913 1996 1997 (2006%d)
Els . Hakonemaru A S.A. Levenkusen P Regina M. |S i M
Al r . lrunan egina IVl. |>ouverin V. -
° (R AL) ! Waterpark E. &
HASH 752 1,837 2,464 4,340 4,626 6,418 6,600 (13,000)
(TEU) o) , y y ) y A s
2 7%-Lpp(m) 187.0 263.3 247.4 260.8 2816 302.3 3315 (365.0)
A
: 4% -Los(m) 200.0 280.0 2585 2752 294.0 3182 247.0 (380.0)
H
A A% (m) 26.0 32.2 322 39.4 3225 4238 42.8 (55.0)
A | 832 0)(m) 155 19.6 24.1 23.6 214 24.1 24.1 (30.0)
Hd &4 (m) 10.5 115 132 125 135 14.0 145 (15.0)
E(GD) 16,240 37799 52,615 50,206 53,800 81,488 91,560 (150,000)
AU () 6 7~9 8 8 8 9 9 (10)
A e 2 9-3 3 4 5 6 6 )
A
2 =3 A 2=
| TR 7 9 10 11 12 14 14 (18)
)
B
HaE A
HATe S 9 12 13 13 16 17 17 (22)
)
F717(mkE) 27,800 69,600 34,840 59,960 49,640 74,640 74,555 (140,000)
= »]_6 ’/;\‘E“_
B ER 22.6 26.0 195 24.2 245 25.0 26.4 (24.7)
A (=E)
FRAEZF0N) 1 1 1 1 1 1 1 )
AR @ URTFFE, Psto] © BEE Puke] whalo] vAE JIst el

AT, 2004, A A
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3) Fo A7 HEP Ag

2009 12¢¥ 715 Maerski= z1 AlA 20917 22 QAL A 53Fe] 188% %
Afsta dom v AALzA A5 1915 AAsta ) 291 MSCE
A 142%E Afrstal dom, SEuete] xS 3.8%, AUFAAE
25%% ZtZF 10919k 18915 AA st JSS & 5 Utk <& 2-4>% A

<E 2-4> MA 200§ M= 7|F 74801 AH2009)

>0 .
o WHE) Ty 200 | \OSZLZ?@
1 1 APN-Masertt 2,019,526 18.8 539
2 2 MSC(Mediterranean.Shg Co) ..1,517,200 14.1 438
3 3 CMA CGM Group 1,023,208 9.5 361
4 4 Evergreen Line 594,154 55 175
5 7 APL 531,403 49 149
6 5 LineHapag-Loyd 475,282 44 128
7 6 Cosco Container 469,848 43 132
8 8 CSCL 449,469 4.1 143
9 9 NYK 412,711 3.8 115
10 10 HANJIN/Senator 406,462 T 91
11 12 MOL 350,647 3.2 104
12 11 OOCL 326,035 3.0 81
13 14 K-LINE 326,003 3.0 33
14 15 Hamburg Sud Group 318,079 29 116
15 16 Yang Ming Line 318,008 2.9 91
16 13 Zim 284,148 2.6 97
17 17 CSAV Group 278616 2.6 97
18 18 HYUNDAI MM 267,227 24 %!
19 19 PIL(Pacific Int, Line) 186,143 1.7 107
20 UASC 160,985 15 44
20918 HAAAF 10,715,154 974 3,145

A5 YA CargoNews 20099 12935, p. 24, d72 A A
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2004 op d CSX €= Hud@Es, &2 5 119 4,000%F 2ol
wor 11712 E o] Y m] ) QA%
Schenker Bax Global(#%F41) 119 &
UPS Overnite(E8 7)) 129} 537 &¢
2005 Kuehne+ Nagel ACR Logistics(& ) 49 4-T F =
DPWN Exel(Z&F//ZH9Y) 79 =2
Maersk P&O Nedlloyd(3l-2) 39 =
DP world P&O Ports E1d o] <l
PSA A& TE TY AR 20% gdo] A4
o 3 = e
sF W= gz pl T E2aiir i}
2006 & (B HeFAS o A Q1=7) v
i Sl
ol
Ze s ah $ 5081 Erele] Q15
(A= g 2170 £9)
Toll Holdings SembCorp Logistics(E ) o 6HR 2
% st Ele Huld A& 40% A 5,200%F @&
ZF WAL a%
(2006. 12) olAlo} Huld
& Q2 e}
R ol 5A g
LAV E 00CL #vl Aelelugnd o
A A9 s
=} P&O Ports <15
AIG Global i Hulg a4 7t mE N
(A-A 5 Fd-EHad 934D
EEY Fo]E glo ~ae7F 499
9007 5 s SR 2 Aol ]l o] —a]]'oo
Eulgd A& 80%(TUI &) gn
_ AMPORTS ¢l4= IR s AAA
AIG Global #}3]A} (FEujxed gu 53 2 gy w1 %] A el
’S}O]Z\,E]— %%]Zi - = Y [ = = = T
29 AA) Ak
sdeq AL o5 gud Q%
RREEF GFAA Az~ gojg 2 A5 7F wlEoH
REL T dx #HE HoY $9)
A elx AR 95
e e SSA WiE A AE 49% A5 V25t W2
1= Ao AHEY $IAD
A5 S kA, THA B S skel of-$ek(V)L , 2008, p. 307
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grroz o3k e gkon, 20003 dA Syt F Aoy =%
ol oF 73%7F FAtEel A AelHa vk w=E Auolyste] AAA %
Fol weFo] 19789 = HE=Z ZAdH oY HAEHW IS e oF
AF7HA v A g olg e o] Ftds S8kl fEH
o gtth. FAkare] AHAelelystE A 2008 13,453% TEU, 20091
11,980 TEUE 715 AlA Al 5918 2A sk AlA 2] dH el @t
o= Aeghal 9l

(1) Aoy A2 A4

20100 AREZ|(1~64) f-elutet gl 307) FA @l M A2l g gl
Fe 5 BOBUELR Ad F7) 51,263TE W 142%2 A
7}3k
4% Z7FBhATHF E S G, 2010). 20100 guk7) o] zg ol A=A &
FUEF 5967" TEU, &% 33237 TEU, A%EF 1661 TEU
T 94563 TEUS-AHelste] dd 57] Wil 244%2 AA S7hshalr
olF A= elold Az Fel e 13%E AfAsl = A
TEUE A2, Wi 19 TEU o)d& Aejste] & Fo] S7HE ®elx
o, 20109 64 @A FAge] Aoy AdAe <& 2-6>3 2t

<IE 2-6> Foret ZEold M| AAH(etel: TEU)

offt
rlo

ile

of\
s

o, 2293 ZAS7] o _FE 2008 R | FERTE

Do

a

e 69 1,221%

TR 2007 2008 20 2010 09 71
A 6 1~6¢ 6 1~6¢ SHE(R)
F7 | 13261484 | 13452786 | 11,980,325 | 988,397 | 5,631,320 | 1,220,802 | 6,948,758 23.4
%9l | 3752747 | 3853127 | 3,266,708 | 275190 | 1,524,519 | 340,738 | 1,895,370 24.3
% | 3691003 | 3784946 | 3302018 | 278,388 | 1,552,529 | 337453 | 1,909,854 23.0
#% | 5811167 | 5807848 | 5372485 | 431,256 | 2543587 | 538,108 | 3,117,331 22.6
At 6.567 6.865 39,114 | 3563 10,685 4,503 26,203 145.2
A FARAQTY, TeohAlolE RS | 2010. 7/8, p. 92
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s} 4o 13331H o2 A
Z71t)8] 2.8% Z7lstdon WEAHE 10,7428 o2 Ad E7tH] 14.2%

Hasklar, FArdel JdE@dd dHely AdHhe 63803 2 Hdd E7]

— o — |
2009 2010 09% 7] thu
T 2007 2008, T aa-] Toa'] 1~6u | 62 | 1-69 ;97&0%2‘2) |
T d4=gAT 51,395 57,979 | 50,012 | 4,043 | 25480 | 4,118 [~24,073 -5.5
-9 ghx 28,719 28,551 |+26,041 | 2,099 | 12,964 | 2,259 | 13,331 2.8
-gA 22,676 29,428 | 23,971 | 1,944 | 12,516 | 1,859 | 10,742 -14.2
A" oA 13,738 13,260 | 11,999 996 | 5,996 | 1,141 | 6,380 6.4

Ag: AR AASY, | TEoAlelE e | 2010. 7/8, p.92

A F7A Fabgbel dadr s 2 gFRe] duke 724z 2010 7€ 9
A 15l ek AAl A2 ARSI MSCAFE] 15WHE HQl o] #lv]
(Irene) & ¢} W E] L} (Bettina) ot} 2010 -7 &4 &= e Ao
Y Auk 7e-d 7hg 2 ols Aube 209 E AEHoIUE 1% 4H A A
< F Aom Aol 366m, % 5lm, TET I5VESRE, 5% 3ME FH

2 2Ud Aoty sEluvet AT e PN AxsA kA =

e R gl g QAT e T ohilol~fd wAS Ly

9 =AM FE 9200~11,000 TEUHE Aurs Fls) o) ol 13
=

S AAoE A 14000 TEUS ABtoe= oA 98 Ao
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<E 2-8> Fatgel sgah Aroly Mute] E4d AR g
o ).
<E 2-8> ZHOHM ETY USHP(TH A %)
, Add]
B v 2002 2003 2004 2005 2006 2007 2008 2009 =71g H %
R
=7 11,446 | 12,371 | 12,365 | 12,534 | 12,607 | 13,441 | 12,963 | 11,923 A8.0 100
50,000% _ N ) )
o3} 10,400 | 11,075 10,761 10,735 10,636 11,348 10,777 9,347 N13.3 78.4
50,000 -
860 | 1,042 | 1,255 | 1,320 | 1,319 | 1,393 | 1,420 | 1,483 44| 124
70,000
70,000 -
171 205 | 247 | 1231 2190 309.] 329 518 574 | 4.3
80,000
80.000 = 15 25 67 153 | 232232 190 199 47| 17
90,000 o o 5} . .
90,000 -
- 4 34 88 163 128 | 206 306 485 | 26
100,000
100,000
- - ] 7 38 31 41 70 707 | 06
Ex3}
Ag: BABNEEAL 120099 % FAkek Agoldsie Ag @ 554, | 2010, p.|22.
% PORT-MIS A& &z / gk & AdlolyA Z|E(AujA A 49])
2010 g€ 7| FAksld A7jHow 7|gslE 1,000 TEUC A A
2 A W ANNESY AMAE <E 2-9>9 2 A AUl 5
A 7E 1670 Ao -8 = e A AHE Maersk Line, MSC 5 AAS] F&
WPAAE W ET S0MARA F 66AARS] dutel BrlH e gae

Aoz vhEb
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<E 2-9 > F4tEh 71 MAF 2 HEld #eH20104 8 7IE)
Kol A A e Rk il A A e
1 & - 35 K-Line g4 2
2 e g - 36 Yang Ming o W
3 A&l - 37 CSAV 2
4 TR - 33 ZIM o] ~g}dl
5 A - 39 PIL 7ML E
6 Ha & - 40 UASC UAE
7 STX - 41 Wan Hai o
8 | - 42 SISCO(IRISL) o]
Cla
9 A7 &l - 43 MISC g o] Alo}
10 R - 44 RCL A7MEE
11 Mefetel = 45 T.S. Line o
12 & 3] 2 E 46 CCNI 2
S|
13 Ao g = 47 MARUBA o}l Z gl E| L}
14 Fotale - 48 SITC N3
5 BRIt ) . 49 ESL UAR
16 o 3l - = 50 FESCO 2 AJo}
=
17 MAERSK Line | dnj= - 51 Westwood EIR ey A
Sl
18 MSC 29 & = 52 EAS Shipping 5 Wi
19 CMA, CGM s CMA 53 SWIRE TAHE
20 ANL T COM M SCI o &
21 CNC o gt 55 AAL on
22 EVERGREEN ok - 56 Starshipping Fhuc
A7k
23 APL 2 - 57 Bengal Tiger 9 &=
24 Hapag-Lloyd = d = 58 SOFAST 3 T
25 China Shipping > - 59 DDSL I
F
26 COSCO =z 60 CQH
= COSCO =
27 CO-HEUNG = = 61 Sinotrans T o A
% NYK . 62 234e) @ =
29 T.SK Line = NYK 63 g2 g
30 MOL g - 64 Salkhalin #] Ao} N
31 OOCL z F - 65 FH43 2 Ao}
32 Hamburg Sud = d 66 CCL F =
33 Koywa g = A8t
34 Balihai I T

Aps FAFREEAL - 120099 % FAke e olUskE Al 9 584, 2010, p. 25.
# 20099 71 1,000 TEUelg Ae] 27 2 AubEe) dAbe £33
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el Al "tk (Oliver, 1997; Oliver and DeSarbo, 1988). 1930t} - Ht7}
, IS A= BYA dy o s H At (Bearden and Teel,
1983; Churchill and Surprenant, 1982; Oliver, 1980; Prakash and

A=
Lounsbury, 1984).

= dAdste] BYA sEulSs AR 29 dYud dA= 40

o MIae n%F ¥l 7] (expectation), A I(performance), = X
(disconfirmation), WF=(satisfaction).

olE9 Yo o5k, EUA= el AT Apolo Al H]EEH]

AR g e] 4l 9 &S %A (Churchill and Surprenant,

2 g5 9S 7Z1dg. Aoe) 7Y mue 84

T2 o] Itk (Oliver and

Desarbo, 1988). &+ AT =S ATE EAdXE uATFE AA2 oA
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Fy
T
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fru

(2) A% A= 2R =LA Y & APl g Ao] oy, B 4
TFoll Al w3 Ay B JH Ao Z e Hth(Anderson and Sullivan,
1993; Churchill and Surprenant, 1982; Halstead, Hartman and Schmidt,
1994; Oliver and Desarbo, 1988; Tse and Wilton, 1988). A& 3} 43¢

5o vl BomE, ATAEL B4 BE9 UL o7 Astel B

AHor QRS AFEITH(Oliver, 1997). Parasuraman, Zeithaml and
Berry(1983)= 34, A34, 94, &4, #8449 o7 Ado=z A

73) G. A. Churchill and C. Supernant, “An investigation into the determinants of customer
satisfaction”, Journal of Marketing Research, 1932, p. 492.
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(3) 3
Aol A/ el vk e Aa/Ede] BlE S e sk Aol tH(Oliver
and DeSarbo, 1983). Bolton and Lemon(1999)2 A}/ <l° 7/d& A7
H 7HA Y AR R S dth, 158 G Aol AleE e da F
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L ¥
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=
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Wt Az

=i AlEeA =W, Ao T HlEo] AAg Al thsto
Z o] tH(Oliver and DeSarbo, 1988). &
AZF Aok A2 B2 AFolA dSH A

o] Sjol 2w AT} WEA o2t HAL Hwa AARY, FUL

o,

rJ
rJ

74) J. J. Jr., Cronin and S. A. Taylor, op. cit., pp. 55-68.
75) A. Parasuraman, V. A. Zeithaml, and L. L. Berry, op. cit, pp. 111-124.
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76) M. Augustyn and S. K. Ho, “Service Quality and Tourism”, Journal of Travel Reseach, Vol.
37(1), 1998, pp. 7-23.

77) Eugene W. Anderson, C. Fornell, and Donald R. Lehmann, “Customer Satisfaction, Market
Share, and Profitability: Findings From Sweden”, Journal of Marketing, Vol. 58(3), 1994,

pp. 53-66.
78) Fa, Akl G wAFYE 2GRl B HIAT, HAvkskm wASSER, 207,
pp. 27.
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A& Oliver (1997), “Satisfaction a behavioral perspective on the consumer”, New York:
McGraw-Hill; oI5, o1& (200D, “Aw|=Ede] S431 Z|thaste] tietk Az KS-SQ1
2] st 487 p 12 Fx
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80) G. Churchill and C. Suprenant, “An Investigation into the Determinant of Customer
Satisfaction”, Journal of Marketing Research, Vol. 19(November), pp. 491-504.
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and Service Quality”, Advance in Customer Research, Vol. 22, pp. 101-108.

Employee Responses”, Journal of Marketing, Vol. 54, pp. 69-82.
82) Dabholkar, “A Contigency Framework for Predicting Causality Between Customer Satisfaction

81) Mary Jo. Binter, “Evaluating Service Encounters: The Effects of Physical Surroundings and
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o} dA"EYE= A S wEvHBrady and Robertson, 2001; Landrum
and Prybutok, 2004; Lin, 2007; o]-+A, 2FA1o}, 200383).

AFolG Aulag Fujste] and mlo] Ak oR vk E
B whSe o] 2t thAl &M e 7] 7E S W AR AEA T
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AEe BAE st 4 4d s duaAE vE AT 237t ol
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oAxH, FAHA FA(word-of-mouth)S o] Al A3tH, A A N A
S 7IEolA @al, 7HAde RzdekAl kal, Adeels Al g 717 o
AdEHS AEstaE A tkBaldings and Rubinson, 1996; Gremler and
Brown, 1999; Hart and Jhonson, 1999; Reichheld and Sasser, 1990;
Zeithaml et al,, 1996). 182 7|49 FdAd Axet F7IzF A& A%
- T3 247 AL

AFAT7F AS JAPBEHAAN nAqTZo] 7]E A FXo A A

dEFS v Aozt Yz =g7t HH Fxs FHHAnderson and

Fornell, 1994, Anderson and Sullivan, 1993; Berne et al., 2001; Bolton et

83) o] Al-gpaol, “AuH|2=FA] 7 apglo] CSel|l A= AuA dFge] FHek A7, AR
T, 2003, pp. 67-97.
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al., 1993, Mittal and Kamakura, 2001; Oliver and Linda, 1981; Reibstein,

2002). Lo F wad, v uAe REHow FAE A a7
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| A Gremler and Brown, 1996). AwrE£S Z=ALE AAGE A

ol @ 9lo]th(Anderson and Fornell, 1994; Oliver and Linda, 1981). &<
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b &4 &S FE At

Kasper, 1995; Cronin and Taylor, 1992, Fornell, 1992; Oliver et al,
1992).

el e 27 P AT SR F G tat 2,

84 A, “FAEFVIFY Au|aAds e} 3o uAREED of sk WX Gkl B3 A7,
s sl ol el whALERS =1, 2008, pp. 75-76.

85) James L. Heskett, W. E. Sasser and Christopher W. L. Hart, Service breakthroughs: changing
the rules of the game, New York: The Free Press, 1990,
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90) C. B. Bhattacharya, R. Hayagreeva & M. A. Glynn, “Understanding the bond of
identification:An investigation of its correlates among art museum members’, Journal of
Marketing, Vol.59(4), 199, pp. 46-57.

91) H W. Kee & R. E. Knox, “Conceptual and methodological considerations in the study of
trust and suspicion”, Journal of Conflict Resolution, Vol.14(3), 1970, pp. 357-366.

92) R. C. Mayer, J. H. Davis & F. D. Schoorman, “An integrative model of organizational trust”,
Academy of Management Review, Vol.20(3), 1995, pp. 709-734.

93) C. Moorman, G. Zaltman & R. Deshpande, “Relationships between providers and users of
market research:the dynamics of trust within and between organizations”, Journal of
Marketing Research, Vol.29(3), 1992, pp. 314-328.

94) Crosby et al., op.cit., pp. 63-81.

95) F. D. Schoorman & R. C. Mayer, “Escalation of commitment and the framing effect:An
empirical investigation”, Journal of Applied Social Psychology, Vol.24(6), 1994, pp. 509-528.
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NFI(Normal Fit Index)&= 0.9°]%4F oW A 197171252, CFI(Comparative

S
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¥

AGFI(Adjusted Goodness: of Fit Index)= 0.9°]4 ol A 19 7[7}&45,
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T8 Qo1 A A7k E%i}% TF2F CR —val
o U A AR K _JO_,_?‘X_"]]H&‘ LT N p~value
kA5 1.000 0.658
kA3 1.287 0.783 0.118 10.909 0.000
ke
kA2 1.371 0.837 0.120 11.424 0.000
kA1 1.435 0.795 0.130 11.030 0.000
21245 1.000 0.745
212744 1.008 0.752 0.086 11.773 0.000
A=A
2243 0.946 0.712 0.085 11.157 0.000
| 1.004 0.700 0.092 10.966 0.000
9734 1.000 0.330
+94 | #8483 0-.3% 0.853 0.060 14.942 0.000
8742 0.658 0.634 0.060 11.029 0.000
543 1.000 0.739
&4 |t 1131 0.865 0.089 12.658 0.000
871 1.159 0.702 0.106 10383 0.000
214435 1.000 0.706
244
el 1.127 0.726 0.137 8.225 0.000

X*=208.292, df=94, p=0.000, GFI=0.914, AGFI=0.876, RMR=0.036,
AGFI=0.876, RMSEA=0.066, NFI=0.905, TLI=0.930, CFI=0.945, IFI=0.946

QAWM ol gelA Q@A A, «*=208292(df=94, p=0.000), GFI
=0.914, AGFI=0.876, RMR=0.036, NFI=0.905, TLI=0.930, CFI=0.945,
[F1=0.946¢] A& HAth o= Awbdl AqA| ddel &A7F gle=
LebdiTh 3 gy 9w At 4 o EAFEA4(0.6 o)y
AEAA0.T7 ooz EAZF fle Aoz YEgernz ol FilM 1

By B0l FEENES & 7 AU
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M
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T o QAA ANk aaAAg EFELA CR. P-value
et 1.000 0.867
klen T2 1.013 0.855 0.055 18.580 0.000
T3 0.982 0.840 0.054 18.023 0.000
A1E1 1.000 0.84
N 2152 1.037 0.868 0.056 18.428 0.000
2153 0.971 0.780 0.062 15537 0.000
=91 1.000 0.8%6
=9 =92 1.006 0.841 0.057 17,720 0.000
U8 1.089 0.876 0.057 19.003 0.000
AR 41 1.000 0.900
A A & HAAE2 0.978 0.89%6 0.043 22.591 0.000
AR 43 0.967 0.882 0.044 21.760 0.000

x*=92.583, df=48, p=0.000, RMR=0.014, GFI=0.950, AGFI=0.918, RMR=0.014, NFI=0.970,
TLI=0.980, CFI=0.985, IFI=0.985

WA FRlF @ QIwA AT,y =92.583(df=48, p=0.000),
GFI=0.950, AGFI=0.918, RMR=0.014, NFI=0.970, TLI=0.980, CFI=0.985,
IF1=0.985¢] ZA3& HAth o= Awtdl A A5 ddol &A7F gle=
LebdTh g a9l QRIAAA = 0.6 o =A dERa Sl 21E A

07 olhel = BAZF 9 Aoz Gegonz ofF Bl 3 gy
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and Gerbing, 1988). <3 4-8>°AM+= FAMYE 3 A#AA ST} 124
(SE)E A et Yot A4S A 2, B5 1S EER] o
o2 NG 3 SEEE A S g1 4
<E 48> TENg 2t JudE
T obdAgd | AlFA | FEA | s | A | AE =9 T | BAA S
obAA 1
0.680°
Al 2 A
1= (0.032) !
] 0443 | 0572
534 1
T 0033) | 0049
0578 A 0718 | 0532
©.x 1
e (0.029) | (0:043) | (0.045)
N 063 | 0673 | 0366 | 0560 )
0.029) | (0.041) | (0.042) | (0.037)
g 0762 | 0718 [/ 0364 | 0546 | 0648 |
v (0.031) | (0.040) | (0.040) | (0.035) | (0.037)
or 0718 | 0690 | 0850 | 0518 | 0623 | 0877 )
= 0.034) | 0.044) | (0:045) | (0.039) | (0.041) | (0.044)
e 0770 | 0753 | 03814, 0574 | 0667 | 0912 | 0882 )
v (0.032)%] (0.042)+] (0.041) | (0.036) | (0.038) | (0.041) |.(0.045)
oz | 0717 [ 072 0412 | 055 | 0662 | 0866 | 0887 | 0858 )
ST 003) | 0047 ] (0.0471500.040) | 1(0:043) | (0.045) | (0:050) | (0.045)
F) oo L ATASF(EZLLAD

- 117 -



A 3F NAE AZF

Z ueha Yk x*=546.645, df=49, p=0.000, GFI=0.8730, AGFI=0.839,
RMR=0.03, RMSEA=0.055, NFI=0.900, RFI=0.882, IFI=0.952, CFI=0.951%
e itk 2de Agstr]l sk At Hd A Ao V]E2 X

?/df= 2.0 °]8k, GFL-AGFIL CFI, NFI, IFI= 09 °}4, RMRE 0.050] &,

RMSEA: 01 olat= i gtk # A9 GFIE 090l o7k mAA 3
3k9la, AGFI%= 0.9 olst=stiebyte}. | Zrelt} GFISH AGEIE: HEEEA

N
r o
ot
=
e

#A (inconsistencies) & 2 &S HFS 4= Q7] wio] FHEE
BH (A 22 CFl(comparative fit index)S H 13} J+= HAS 7
orstubd, 2 AFo] CFI X ®Ege] 09512 =4 Yl 23843 =+=
7t FELE WY F AHMO. EE Mg AR FE2
Cronbach’s a #kel 0.832~0.923 Atole] <+ = EA YEWTE webA

FEEPS BAtd golE MuE FAF 9C Aoz v

146) $A15, AAA, pp. 323-326.
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PGS ol &kl AT 7M1 787t

=z
Ao AZAHE et ATEY AUAFES FoFES AR uAY

F49o 57HA Fa Ady nAwEe] #AA] glo]
A4 gkl -0.096, p=0.112
2 e 7174 Ed A, A&y w5t Al #ek < 1-2>% A
2AF ghol 0162, p=0.067= 10%°] FolF Tl fFolst o= e
o 5 &AL RS APy ALk e St 3
<IH 1-3>2 ZAE2AS 3o)--0.016, p=0.835=2 EIY 714 E 2, AF
A wrERe] AA<IM 1-4>5 A2AF ghol 0422, p=0.0002.2 1%2]
FoFEdAA o AL Z YHEELt & AFAH S nAgSed H(+)9
FFg A AoZ EYT g BE e #ATII 1-5>= A
AT gkol 0436, p=0.0002:2 Al 1%°] FolFFolAs folgh Ao
LHERSE
Al K
w AT F 57 AMu~FE 2 Aok HAE ASAY
P A el AAIIA 2-1> AZASF ko] -0.016, p=0.813o.2 1}
Bl 71 ZbE L, A& Al eke] Al #ek <UHAd 2-2>% ARAS
#kel 0.041, p=0.604% 7]ZtE At A A ete] AATHE 2-3>&
ARZASF ol -0.016, p=0.7722 e} A 7|7 =E 5, A Al
o] AT 2-4>% AZASG Fkol 0.057, p=0.579% 7]Zt=E At ehdA
b Al ole]l AAIIAE 2-5>F AEAS Fhol 0.141, p=0.072Z 10%2]
of oA fFolg oz ey
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A Fefel BA<IME 3> HZAF kel 0.747, p=0.000
o2 1%9 FoFFodA Fo3 Aoz yelyth uAvEHy B3
UA<ME 4>% AEZASFE] 0493, p=0.0012 1%°] FoFFols o
s oz bt et EQle] A< Lol
0.430, p.=0.005% 1%°] frolFFellA fFolgh Ao w vepyton, uAnks
3 BAA L] BAIIE 6> AEASF Fol 0204, p=0.153C.%
717k = ek 2lE el BAAEG o] AT FLol
0.279, p=0.047= 5%2] frolFFEollA foldh Ao w velyta, Y3 &4
A golmole]l AL AEZASF Fol 0461, p=0.000L.2 1%2] FoF==ol
A feld Aoz yeiy <hd >k AdHEHAY. A E A
< <F 4-10>3 2o, Hib-TAAH A &S U2y AT AT )4
A w=ataat gkt

5>+ AZRASF

> HARAT

<E 4810> | FEEEAL ol BEEREES [ H 0| @

J =) P 37 2 5] 2= 71l
71 T A EsAF SE. CR. p-valte Aeen
HI-1 T -0.075 -0.0% 0.047 -1.591 0.112 712}
HI1-2 A& T 0.181 0.162 0.09 1.831 0.067+ A
HI1-3 -8 —-vh -0.017 -0.016 0.082 =0.208 0.835 ks
H1-4 212 g—rk 0417 0422 0.107 3901 0,000 e
HI-5 QFA AT 0:601 0.436 0111 5.398 0.000s35 Bl
H2-1 A1 -0.016 =0.016 0.069 -0.236 0.813 712}
H2-2 2218 0.044 0.041 0.034 0518 0.604 717F
H2-3 u-5-43—412 -0.012 -0.016 0.041 -0.290 0.772 ks
H2-4 2124212 0.055 0.057 0.09 0555 0579 717¢
H2-5 QA4 0.188 0.141 0.104 1.79 0.072: Bl
H3 21 g 0.721 0.747 0.097 7407 0.000s35 A
H4 THE—EQ] 0.537 0.493 0.167 3216 0.001 s Bl
H5 RE 0.486 0.430 0.174 2.798 0,005 A
H6 I A A S 0.236 0.204 0.165 1.429 0.153 712}
H7 A @A =) & 0.333 0.279 0.168 1.986 0.0473 A
HS eI 0.487 0.461 0.134 3629 0.000ss A

X°=546.645, df=298, p=0.000, GFI=0.873, AGFI=0.839, IFI=0.952, RMR=0.030, CFI=0.951

F) el

SE

0 p<0.01, == :

p<0.05, * :

p<0.1
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(CONFIDENTIAL) The contents of this survey will be kept

strictly secret in accordance with Article 8 of Statistics Law

and will never be used for the purpose other than statistics.

CODE NO. ( )

Survey

Dear Captain(s),

First, I must give my sincere thanks to you for sparing your precious time and responding

to this questionnaire.

This questionnaire on Busan Port's major customers of liner shipping companies is designed

to look into the impact of the ports logistics| service quality and customer satisfaction,

trust, commitment of relation quality on relation continuity intention to keep using the service
in the future.' A large number of studies have been made with management and staff of
shipping lines, “shipping agency, shippers and forwarders. But this study focuses on captains

who have experience with Busan Port.

It is requested that you candidly answer each and every question based on your experiences
and perceptions on Busan Port's logisties-services quality, Your honest replies will make this

research more useful and help present a set of proposals to improve Busan Port's service quality.

August, 2010

Researched by:

Professor Dr. Ha, Myung-Shin, Pukyong National University.

Capt. Jeong, U-Cheon, Executive Director of Chokwang Shipping Co.,Ltd.,

on Doctor degree course in Department of International Commerce and Logistics

Graduate School, Pukyong National University.

For further information : Tel. +82-51-463-1771, Fax. +82-51-463-1763
MP. +82-10-9860-1804, E-mail : jeong@ckship.com
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0. Which port do you usually use when making a call at Busan Port?
(Please choose only one)
@D North Port @ New Port @ Gamcheon Port @ Others ( )

w Thinking of the Port as responded above, Please tick the number agreeing
with your opinion on the following questions.

1. The following are questions about the physical facilities of the Port (Port's
tangibles).

Questions strongly strongly
disagree normal agree

Water depth at the Port is deep enough for entering and
1-1 ) ORONONORONONG)
leaving of vessels:

The Port is well equipped with facilities for vessel entering
1-2 | and departing such as navigation aids and Vessel Traffic DD E®

System etc.

The Port has sufficient cargo handling 'facilities, including

1-3 ODQO®®6 GO

berths, yards, container yards and container freight stations.

The Rort has sufficient cargo handling equipment such as

1-4 DOO®O®GO

container cranes, harbor cranes, yard tractors and barges.

1-5 | The Port has a safe anchorage. DB B G® O

2. The following are ‘questions about the ™ Port's .responsiveness to meet

customer needs and provide necessary services in a positive manner.

Questions strongly strongly
disagree normal  agree

D20 ®O®GO

The Port is quick to respond to complaints from captains
and good at solving problems.

The Port has an excellent capability to cope with emerge—
2-2 | encies during cargo operation and maintains a good (OROROEDEGRONG)
communication.

The Port' system is well-organized in handling urgent cargo
2-3 | (changes in mother ship and destination) and hazardous DO ® 6B G @
cargo (shipping documents, loading locations and labeling).

. The Port provides 24 hour services throughout the year
2-4 DO2O@D®OBGH GO

in order to meet the port users' requirements.

2-5 | The Port provides a good one-stop service. DO @B G @
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3. The following are questions about the Port's ability to provide reliable

and precise services (it's reliability).

Questions strongly strongly
disagree normal agree

The Port maintains punctual schedules of ships entering

3-1 . ORONONORONONG)
and departing port.

The Port's pilot provides a good information about port
3-2 prot P # P DRO®O 6@
entry and berth.

At the Port, cargo operation for in and out are handled in

3-3 D20 ®O®GO

a timely manner.

3-4 | The Port strictly maintains agreed work schedules. DOO®OBGE®

The Port's'logistics staff are professional and highly skilled
3-5 D2O2O@D®OGH GO

with good work ethics and.responsibility.

4. The following are questions about the capability of the Port Authorities
(administrative agencies, terminal, stevedoring companies) to respond quickly to
customer demands (it's speediness).

, strongly strongly
Questions ;
disagree normal agree
At the Port,wcarge ~operation and transport are  cenducted
4-1 . ORONONORORONG)
quickly.
4-2 | The Port deals with captains' demands promptly. D@D B GO

The Port's administrative procedures (CIQ formalities, arrival/
4-3 ORONONORONON®)

departure report) are promptly processed in a timely manner.

The Port provides quick emergency services(pilotage, towing,
4-4 DOBO®OB®G®®

line handling, etc).

The Port's emergency procedures for oil spills and other
4-5 | accidents caused by ships are simple and speedy to handle D@ OB G @

them.
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5. The following are questions about the security and safety of the Port.

. strongly strongly
Questions .
disagree normal agree
The Port operates an excellent security system
5-1 ORONONORONONG)
(ISPS-Code).
5-2 | The law and order at the Port is well maintained. DOBO®OB® GO
At the Port, cargo is secured and safely handled
5-3 . o o ORONONORONON®)
preventing damage, theft, deterioration and contamination.
The Port has sufficient emergency countermeasures in
5-4 . . . . DOB®OB® GO
place against disasters (fire, explosion, etc).
5-5 The incidence rate of safety-accidents at the Port is low. D2 @® B G @
The Port's facilities are well- prepared against changes
5-6 | . R DO2O@®OBG GO
in weather condition.

6. The following are questions regarding the Port's customer satisfaction.

d strongly strongly
Questions ]
disagree | normal agree
Overall, the Port's services provided by the Port have
6-1 i ONONOROEGNORG]
been satisfactory.
6-2 | It was wise for mesto-choose the Port's logistics service. DO D OB G ®
The experience with Port's logistics service has been
6-3 ORONONORONONG)
good.
7. The following are questions about your trust in the Port.
. strongly strongly
Questions .
disagree normal agree
7-1 | Overall, the Port's services are reliable. DOO®OB® GO
The Port's port authorities and logistics service providers
-2 | port o8 P DOOO®B®O®
sincerely fulfill their agreed service.
I maintain good relationship with the Port's port authorities
7-3 o . . DO2O@D®OG GO
and logistics service providers.
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8. The following are questions about your commitment to the Port.

Questions strongly strongly
disagree normal agree

I have a sense of devotion to the Port's port logistics
8-1 ORONONORONONG)

service providers.

I consider as the best partner the logistics service
8-2 P : DRO®O 6@

provider that I have used in the Port.

I will preferentially opt for the Port when I use Busan
8-3 DO2O@®OG GO

Port in the future.

9. The following are questions. about your-relation continuity intention.

Questions strongly strongly
disagree normal agree

I will give other captains (companies) a positive account

91 of the Port. (o660

I will recommend other captains (companies) to use port
9-2 ; | 1 DAODG G @

logistics service provider of the Port.

I intend to continue to use the Port's
9-3 ORONONORONON®)

logistics service provider.

10. The following are general questions about you.

1) What is your. nationality? ( )
2) What company do you.-work for? ( )
3) How many years have-you worked as a _captain? ( ) years

4) What are your (your ship's) main routes?
(D Short-sea routes (Japan, China, East Asia, etc)
@ Oceangoing routes (North America, Europe, around-the-world, etc)
@ Other routes (South America, Australia, Africa, etc)
5) How many times have you made calls at Busan Port in the last one year?
( ) times
6) What is the type of your ship and the size when you are calling at Busan
Port?
container ship (G/T: TEU: )

— The End -
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