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The Effects on Parcel Service Satisfaction in Logistics

Information Technology of Parcel Company

Seongu Kim * Yongseok Choi

Abstract : The rapid growth of e-commerce market and changes in distribution channels and
consumption patterns have brought about the continuous growth of the domestic parcel service
market. To cope with the growth and environmental changes of the parcel service market,
parcel companies have made efforts to improve logistics process and construct an information
system for customer satisfaction. Since they have focused on a high quality parcel service
through a variety of information technology rather than price competition, the importance of
logistics information technology has been greatly perceived. Accordingly, this study examined
that how information technology and information system quality of parcel companies was
perceived by customers and how it influenced parcel service use and satisfaction. To achieve
this purpose, this study developed a valid and reliable measurement instrument for logistics
information system quality and customer satisfaction based on literature reviews. Then empirical
research was made through a questionnaire survey.

As a result, six determinants of logistics information system quality were derived: economy,
SMS information, tracking web-site information, stability, speed, and accuracy. All factors but
economy were found to have positive effects on customer satisfaction in parcel service. Finally,
the theoretical and practical implications of the findings were also discussed.

Key Words : Logistics, Information Technology, Parcel Service, Satisfaction,

> =58HS 2011.07.29 D> AARGE: 2011.09.23 > AAEA: 2011.09.27
* AW B/ A ) EHE, kingdma@hanmail.net, 010)5617-9717.
wx AU B/ H w4 WA A A} drasto@sunchon.ac.kr, 061)750-5115.



At 90 B A H] o]

k=2

[e)

AAgA N A

1

kel
o

=

(X ®27& I3
o

T+

gl

kol
]

I

gjo] ) A4

st
7

[e)
Ul
3]
=i

]

E

]

3}

IR
o)

=
—

)

)
S
ol

st

12]38

&

3617

g+ 139 7

7} 3l

=

[}

ol whet gl 7]

1A

Z] o
Ry

Hr}h oF 13.6%

Ea

=13
=

F

fud

URETEREL

=

129 476
el

.MOL

EEIRES E S

el

e

st AR Avjel Rk Abe, v

3

L

Z A T

EERRERR

2 ZHA

ol
s

-

)

H]

e

o
K
olo

4o
o

T
i

i

Hlo
[
e
X
7o

—

hin

It

5} =] 51

o] #3

ol X

2171,

)

A By

|

N

—
o

Sy ek =l o] 84

o A ]

17

o

o

oltt. et

A
A=

3H
oY

g A n) 2% Qo] Abe ol

s

=° A
Hj <&

& o of

ZA| 29} Fofo

3L

o )

s}
=

LRE B K

=]
21}

3

ool gujAe] A ALl

‘(H
74 =] of of

=

=

. ©]

a ) 7] 9] o]

fu
.

o m&d weleh e o g4

A -0l A

O
R

Ea

2 A4
o

3T

a7l qle] A Aol

o F240 Hg AW Aot

w2}A]

Wl Au o] o] AT wE] ofy

3L
j=3

417

o=
=T

o] Einj 7] 9] €]

3=
A 20l A

L e = L

P e A ) 2

2

A

4

A 25 A

7



EiujAH[A O| 2K} T4 -

Bjef7|elel S RYEI|E0| BulAn|

bl o}

S

= 4%

ol

g

ﬁo

N

]

%

=
=

1. e Ay 2

R

)
—_
1o
4o
o}
A

o]
i

=]

J

8

14 2

kel

o A
3}

[

W 27 FE

A H] 2] GE ] B] 220

1

kel
o

o] ¥

NI

“3E], 2001).

A7A s 5=

Foll 4 v -

]_—_
s

g 3=

A 7 8t

=
R

K

I
o
olo

-

olar, Al oy A

o
—~
%)

el

) i
of AuE o] o EA]7]

g QA5AA A W%
e Fguse) )

ko
™

W =

1

.

A

A

12!

3

&9

) ) 4 1] 2 o]

1

)
pul

Aol o AlA,

ol =

1
.

A, 2009).

&

Aot A, ST o7 A B E N o) A]

Al o] T (5

Ju

R

3

°

N

o

g

o
4o

;01_

o

Aolr}. whebal A v

L

R

RIS ALE3Th

8 A 2wo] Qu

o

—
110

=
;Q‘..ﬁ
B

Wy
<

) A 1] 223 2 o]

I

O]
pal

o

ol wha} eu 7]

-

%93 v

2. 987149



AMHl 2 27199 FedEX= a9 <S o183 484, AHY

ool Ak
FAEA, EDI 5 A4 AUEN/NEE BEeke]l ATE ofUE oF glo] 4847
Gl Mee gret EAAAWE TSR Ao FedEXe EAYRAAY

COSMOS(The Customer Oriented Services and Management Operating Systems)©l
= 17 stE] A YA ols AR, E A de FAA T oSy HHE BE
AR7F ASEY. 249 3 Eo] AL gy Ful FETEEr] Super Trackerﬂ— =
ZAdg E4 AJ~del DADS(Digitally Assisted Dispatch System)oll &l S=a1z}of Al

= T1 0
s = &7 1299 A8 AAE Fdl stz d AAE 302 <ol #HAD
= %

DLAD(Dehvery Information Acquisition Device)+=
3 9ES =35, DLADZ J#HEE AHE
Fuw, wFo] guw sEY FAQ0 S0 Y-S AAsta dEg
FAR7 =S ¢4 UWEHAE s

= 2 Ly
sk Ha g&ARl Hujrl s AT ¢ Ak

’
-
PN
o
=
2
oty
it
o
a2

M

2 ~Hanex& 753} t}. e-Hanex™ F

= J]2~g¢el OMS(Order Management
System), F1AHRS}E Eo ¢ - 2%, QA 2 AEEFINE B3 T84

2 P

=

|=|
gt Hudgr el WMS(Warehouse Management
A

it
N
{0,
ol
o
rlr
X
i
A
Ac) @
>~

System), 43 SFEE 2 A 275 UEYA #AYE &3 F - wjF Ao st=
EYAS AYsE 5T A =" TMS(Transportation Management System)@ -
AEo] gtk E3] TMSE  Geographic Information System(A] 2] 4 ®H A 28,
Geographic Positioning System(Y X A B A 2d)S &85 AA7F w$EARE o o]
=53 gl

BAHE g A%E mms 2AUE o83 AFRFALUL Aol ga Tz

o



Bjul7|Hel EFYET|E0| HujMu|A PETo 0|X = & - AL E EuiMH|A o[ 8XF F4 -

steats wRle 2838 dee =FAdE JhsdtA skl 2lal HYDEX# =
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ARAI~HI Ry gRgdoyd a8A48 Hrtete A4A Ao Addy
AHo A Fitsle] ArRA 2" AFE2RFES = (Delone and McLean, 1992; Rai et al.,
2002; Nelson et al, 2005) E+ AH7|x=o 8§ Z Ab&(Davis, 1989; Venkatesh et
al., 2000; Wixom and Todd, 2005)2.= ZA ¥ o] vt 7 5 HEA=F oA 7}
d e g8d 28 T2 3= Delone and McLean(1992)2] A WA 2~ A3
ol Art. o] P F 18001719 Wdlg Ao &&H 1004712 FAHTFS &
Fote] ARA "] AFe dFS WA= 8205 A~ FA(system quality), A E
*# 4 (information quality), A XA =8 AF&(IS use), AF&AF9+Z(user satisfaction), 7H
¢1 4 7} (individual quality), %2 A #}(organizational impact)e] oA 714 2oz F+&
Hol glom, FHe AF AT oEH AGE Foo AHFHoR =o|Ho] )
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(User involvement) \

AH”HI =X]1 \
Al A" BHE \ gaM

(System Quality) (Usefulness)
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(Information Quality) (User Satisfaction) /
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wEel ARAA JPe Fr adom AREFAY AXUFAL AN
(Delone and McLean, 1992; Seddon, 1994; Rai et al., 2002; Nelson et al., 2005).
= 4 (information quality) & ABEA| 28] AEE2] AR thal =7]E AFEAY
Lo & o, g BRIE dviv Agetal AFEAE Aok ARAAE
tH(Rai et al, 2002; Nelson et al, 2005). A]Z~®l3%Z (system quality)2 % HA|
IRAE FHOR B F glow ArAeFed e A 288 23S
th(abE 9] 27, 2009).
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