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An Empirical Study on the Forwarder’s Satisfaction to Service
Quality

Dongoh Choi

Abstract : As the globalisation of corporate’s managemental environment, all parts of
logistics such as procurement, production and sales are globalized. The ways of
transportation in Korea and Japan, where are difficult to use land-transportation, are
sea-transportation and air-transportation. Sea & air is a way of the international
transportation which is combined by Sea and Air to reduce the transportation fee and
shorten the delivery time. The main body of multimodal transportation service is the
corporate, actual carrier who undertakes the actual transport. It is essential to establish
service quality to maintain their going concern. In other words, the actual carrier has to
emphasize the importance of service quality to forwarder tan any other business conditions.

In this study, we examine the determinants of service quality for actual carrier in
multimodal transportation. Through the multi-regression analysis based on SERVPERF by
Cronin and Taylor (1992), we analyze the service quality dimensions of actual carrier. Also
we examine the relations between the determinants and customer’s satisfaction. Using
statistical hypothesis testing, the determinants of service quality are reliability,
responsiveness, assurance, tangibles, and we could look into the factors which the actual
carrier should control with priority.

Key Words : multimodal transportation, forwarder, actual career, service quality,

satisfaction
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stt), o] & 93] ¥ oo A= Parasuraman, Zeithamal, Berry(1988)el 23] 7f&d 5

7HA ARl 2F AR S o] &5t Cronm and Taylor(1992)¢] SERVPERF &< 7| %
& o] AAEEAY] AuaFd Ads e & AuaFd AA 8lse] uAvt
o oW AAVE A=A E AHE 9“:}(Fomell 1992).

AT AeE AFATE B3 42 AHE vEoZ EIEEAAH A AFTHol
A g ro] FEste ALFE MBAE FEste] uAvtSS Suists] AS7 A9
s GAst=H =S TR o oS & =9 ¥ Y (forwarder)E AUl
oz HdEEAHsurvey)E AHAAlSHH A FAEAS 98 SPSS 15.0& o] &3F% o,
ZEEAS A =R, AHls F4 A8 SAHETY A B3 A4ES
Al AFAAEA L adFA S stk B AU aF A aAwEel gk S ¥
otstz] flal s AE4 S AAskt

I. o]&48 &

FABGEEIT BEANA EHAA B FPOE Bpo] 2EFUL o] §

% Door to Doorsl F&4 EF@es Azdoltt. ZARGEES FAEel oI

T2, A%, WEE, 34, 4T 59 nueaE e AAeEAe] AT 55

W2 271 o4 HUF Tgdtel BB LEAAAM BES AYsts FEYUQ
]

&

g FAEgLEES F2 FF4d=2d wgk Sea & Air, Air & Road,
Rail-Road-Inland Waterways/Sea/Rail-Road-Inland Waterways, Mini-Bridge,
Land-Bridge, Piggyback & UW%stAl EFHA S5 E3s] 1992). o]k
oo TF7 ke o= & EFEFHAANA HLo] FrtsiH e E A &EFE I A
H] & Al 5o @502 FH]&(total cost)S Asts Aol HRE 7=, 29T
(forwarder)e] # &&7-%tell thete] E-& <l (through rate)s A% st -Zroﬂ Al A4
S A= A% (door to door transport system)O Z B4

transport B/L)ell €3] =&o] o] Fo]xIth(Hrg 4 2008).

ATEFEES FHr g A7y AN d4ES 3 HEHow daeEsTd
3 FFEESFHS A3 (sea/air combination)d A3 FA|EESLurAlS wEir)
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