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Abstract

The present study examined the effects of the factors of port service quality on customer
satisfaction and surveyed customers’ perception on service quality and their satisfaction with port
services by comparing Incheon Port with Qingdo Port, Tianjin Port and Dalian Port.

According to the results, the quality of port services can be divided into three levels - inner
quality, external environment quality and interaction quality, and except the external environment
quality of the Dalian Port, the three levels of service quality were found to have significant
effects on customer satisfaction. In addition, according to the results of comparing customers’
perception on the three levels of service quality among the ports, the Incheon Port was inferior
to the Qingdo Port, the Tianjin Port and the Dalian Port in inner quality, and to the Qingdo
Port and the Tianjin Port in external environment quality, but superior to the Tianjin Port and
the Dalian Port in interaction quality. However, customers’ satisfaction with the Incheon Port
was lower than that with the Qingdo Port and the Tianjin Port.
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