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Abstract

The purpose of this study is to analyze the components and verify the relationship among
service quality, customer satisfaction and relationship quality in liner shipping company. In
order to achieve the purpose of this study, literature survey related to service quality,
customer satisfaction, relationship quality was carried out and took an empirical analysis by
the use of questionnaire method for employees in international freight forwarders.

The final results are as follows; First, correlations between service quality and customer
satisfaction are found to be positive. But service quality component of tangibles and
responsiveness with customer satisfaction are not to be positive. Second, as the other study
on the similar logistics industries, the correlation between customer satisfaction and
relationship quality is found to be positive in this study.
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