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Abstract

Purpose: The purpose of this study was to propose useful suggestions by analyzing causal effect relationship
between port service quality, and customer satisfaction and performance in port industry.

Methods: The collected data through the survey were analyzed using multitegression analysis. The measure—
ment tools used for this study were divided into three dimensions such as internal quality, interaction quality
and environmental quality.

Results: The results of this study are as follows; regarding the influence of pot service quality dimension
on customer satisfaction, it was found that the effects of interaction quality and internal quality were significant
and those of environmental quality was not significant on customer satisfaction. It was found that customer
satisfaction made statistically significant influence on performance from the investigation of the causal effect
relationship between customer satisfaction and performance.

Conclusion: Incheon Port needs to act actively paying attention to port facilities, efficient operation, network,
cargo recruitment activities, smooth communication and fast handling.
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= Axksiaict dubd o2 obubgre] 0.6~0.9 ojojok Aol AlgjAde] BAE =], & A7 47} A 418 %27} 0.9
o130 24 Nunnally(1978)7F AN k= A4 387 070140 FFHIALE. otz MERTE ol W4 Ao
ek 22 ehieg, B aTuge P g 9905 v Aol ¥rhn & 4 Ytk
Table 1. Survey Configuration
Classification Measurement I\gll:r;l:j;nzf Researcher
Adequacy of the service level
Convenience of port facilities
The efficient operation of port
Business support of Port information systems French(1979)
Internal
Qualit 8 Peter(1990)
uality The provision of Port Information Kim(2005)
Industrial complex and airport, transportation network
Port Facility Security Management
Civil affairs of office
Business processing ease
For a variety of activities to attract cargo
Working relationships with customers
Response of staff attitudes )
Rust and Oliver
Interaction Seamless communication (1994) .
Qualit 10 Brady and Cronin
uality Fairness of business (2001)
. . Yi(2000)
The rapidity of the business process
Safety efforts
Regional economic development efforts
The transparency of business process
Website Management
The cleanliness of the amenities customers Bitner(1992) .
Rust and Oliver
Environment Configuration and Design Website 5 (1994)
Quality Brady and Cronin
Information Accessibility (2001)
Kim(2005)
Placement and Configuration Facilities available space
Customer . . .
L. . Overall Satisfaction 1 Oliver(1993)
Satisfaction
Port Authority Performance
Performance 2 Lee(1997)
Social performance
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Table 2. Sample Characteristics

Classification Frequency Percent
Nationality Coast 12 20
International Ocean 15 25
Foreign(China/Taiwan) 11 18.3
Organization Foreign(Other) 7 11.7
Waters(Energy) 9 15
Waters(Cement) 6 10
Total 60 100
Male 49 81.7
Gender Female 11 18.3
Total 60 100
20 age 7 11.7
30 age 27 45
Age 40 age 18 30
50 age 8 13.3
Total 60 100
Seoul 20 33.3
Area Incheon 40 66.7
Total 60 100
Officer 2 3.3
Head of department 9 15
Deputy head of department 9 15
Position Section head 18 30
Deputy Section head 17 28.3
Employee 5 8.3
Total 60 100
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Table 3. The validity and reliability of measurement items(Service Quality)

Classification Interflal Interac'tion Envirogment Cronbach
Quality Quality Quality alpha
Adequacy of the service level .830 318 .039
Convenience of port facilities 814 333 .238
The efficient operation of port 775 323 440
Business support of Port information systems 711 .250 407
The provision of Port Information .695 449 310 v
Industrial complex and airport, transportation network .682 .282 492
Port Facility Security Management 637 430 434
Civil affairs of office .612 .361 .576
Business processing ease 133 .859 .316
For a variety of activities to attract cargo .363 .823 191
Working relationships with customers 402 .808 347
Response of staff attitudes .380 752 371
Seamless communication 477 147 378
0.968
Fairness of business .605 701 282
The rapidity of the business process .639 .652 232
Safety efforts .503 .548 454
Regional economic development efforts 484 521 511
The transparency of business process 499 .508 343
Website Management .097 233 .861
The cleanliness of the amenities customers .581 .309 .593
Configuration and Design Website .329 .388 .565 0.858
Information Accessibility 401 .382 548
Placement and Configuration Facilities available space 445 .366 514
aARSEe) Asfel] i A2 0 B BAAs IAREEE a9lo] 0,901 3oR By 9l epden,
ekl GubgkE 09428 A = Ao vepdth gk aclghe] 0.601d o2 B glal, Aeukst &
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Table 4. The validity and reliability of measurement items(Satisfaction & Performance)

Classification Sggztfzrcl:iegn Performance Cronbach alpha
Overall Satisfaction 0.961
Relative satisfaction 0.943 0.942
Emotional satisfaction 0.939
Authority's business and support activities 0.907
Contribution to improving the quality of national life 0.794
Awareness about Authority conversion 0.778 0.837
Business confidence in Authority 0.737
National society contribution to the development 0.680

4.5 7Hd 1-39 A%

G A 2EA 39, 5 WAED, 354 8ER, BYEAN DAVSE 719 ARBAS ekl HHES
Zaholeh. M3} BHEAL A NAEAT F5AEED] FIAFF 001 FFNN LARS] F2l5
8 vAE Aoz Ut BEATE WA EL0] 0409, A5 4E8ED 0.573% YE 4548 E o] WE
Eol 7Pg F83 WFeka @ 5 ek 7ML AE 0] $242 e B nAVEHEE £S Aolths pgo
000002 ABs|gian, 7He2 Fa4eELo] £35S WAVSEE £ Aolrhe pake] 0.00002 A
W, 7H3 BAFD] F25E gl U DAVSEE 2 otk pgk 09522 7|2

Table 5. Regression analysis for customer satisfaction

Non-standardized coefficients Standér.d ized
Variables coefficients t Sig.
B Standard error Beta
(Constant) -.098 291 -.335 0.739
Internal Quality .393 .089 409 4.434 0.000ss
Interaction Quality 617 .092 573 6.685 0.0005
Environment Quality .005 .085 .005 .060 0.952

R2 = 0.914

T 1% p < .10, #x p < .05, =+ p < .01 T SAHLZ F9E.

A sk aote] QshgAe B B4E pgtel 0.00002 P4 IANEESL 52 Yairt
b Aoz vebge

fr g
off
)
2
o
fru
Ho
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Table 6. Regression analysis on the performance
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