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A Study on Structural Relationships among Port Service
Quality, Satisfaction, Trust and Loyalty of the Busan New Port
-Based on the Moderating Effect of Switching Barrier

DugChool Kang - OiSul Jeon

Abstract : Based on the review of the existing studies, this study built the conceptual
framework describing the structural relationships among port service quality dimensions(port
internal service quality, external service quality, interaction quality), customer satisfaction,
customer trust and customer loyalty. In specific, switching barrier was included as moderator
in customer satisfaction and customer loyalty relationships. The subjects are the customers
who use the Busan New Port. A survey using 317 customers was conducted, Confirmatory
factor analysis was conducted to test the validity of the measurement model, and AMOS
analysis approach was used to gain important insights into how customer retention in the
port business can be ensured. Results in this paper indicate that customer trust and
satisfaction are identified as antecedents of the port service quality dimensions. Customer
satisfaction positively influences trust. Customer trust and satisfaction positively influence
loyalty. Switching barrier positively moderates the relationship of customer satisfaction and
customer loyalty. Finally, this study suggests that the implications of these findings and
offers directions for future research

Key Words : Port Service Quality, Trust, Satisfaction, Loyalty, Switching Barrier
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