16 C EARAcusiA A2d A% 1994 99

BT ==

Avl&mE flES AT grﬁﬁf}f
—EANEGE S Pl

FE{
BB RS
Bk
BB R SR

A Multiple-Item Scale for Measuring Service Quality
- Primarily on the shipping service quality —
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Dept. of International Trade, Korea Maritime University
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Abstract

This paper developes a multiple-item scale instrument (called SHIPQUAL
which is designed to measure the quality of shipping industry. The procedures o’
developing instrument were followed by recommendations on the developing
measures of marketing constructs. We divided shipping service quality into 4
demensions (reliability, conformability, timely/completness, safety) by empirical
study. These demensions and scales were varified through the assessment or
reliability and validity. Finally, we suggested potential applications of the scale

into the shipping industry.
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