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Abstract This study focused on service quality, service value, service satisfaction and service trust of system
being used in DAPA(Defence Aquisition Program Adminstration) to manage logistic items. DAPA in operating
a few systems to manage efficiently logistic items. This study focused on the catalog management system
service quality. Because catalog management system has been the most requested service system of being used
in DAPA by defense firms since DAPA was founded, it would be the most fitted system in this study.

Through this study, we drew a direction in establishing service. This study also could be applied to business

practice so defence industry firms would trust DAPA and DAPA could offer a better service quality. Quick and
exact service offered by logistic catalog management system would lead delivery of military supplies and export.
Consequently, the best quality service would contribute to profit increase for defence industry firms, independent

defence and nation economy development.

Key Words : Logistic Catalog Management System Service, Personnel Quality, System Quality, Result Quality,
Service Value, Service Satisfaction, Service Trust
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<Table 1>3} t}.

(Table 1) exploratory factor analysis

component

1 2 3 4 5 6

result quality4] 781 241 171 177 143 180
result quality2] .680 228 213 400 194 110
result qualityb| .66 .246 178 .216 .339 274
result quality3| .666 284 323 145 228 232
result qualityb| .635 232 283 210 .349 107
result qualityl] .503 189 325 383 284 071

Dgﬁgﬁfgggl 193 | 816 | 189 | .162 | 018 | .165

pgeﬁgﬁfg}fl 063 | 802 | 170 | 324 | 010 | 001

D;eﬁgloig?gl 281 | 737 | 216 | 062 | 293 | 134

persomnel | 383 | 620 | 196 | 085 | 20 | 280

Dggggfg{}gl A28 | 567 | 119 | 239 | 281 | 210

personnel | 490 | 548 | 110 | 087 | 294 | 283

service | og7 | 203 | 802 | 149 | 125 | 237

trust3

service e o

trust? 231 A87 | 762 | 232 | 257 | 180

service - -
trustd 24 305 | 694 | 189 | 177 | 250

service

Servic 178 | 160 | 659 | 191 | 328 | 416
system
Syslem | 239 | 198 | 153 | 888 | 173 | 093
system 154 | 26 | 203 | M8 | 244 | 201

quality
Sysem | 806 | 090 | 137 066 | 136

634
system .
quality4 191 335 276 556 169 340

service value3| .284 .168 .280 171 67 217

system .
qualityl 242 | 154 | 190 | 283 | 765 | 206

system - N ]
quality? 357 190 .263 128 712 319
sevvice N
satisfaction2 172 | 21 32 | 183 | 186 | 782

sevvice . ~
satisfaction] | 232 | 245 | 222 | 227 | 285 | 712

ﬁﬁg};ﬁggﬂ% 28 | 254 | 320 | 213 | 236 | 691

A28l EA] A 2El EA9 K| 28 E43
of, Azl F2
1 vl B
E S
Fro] 7830602 FAFE QAT

chehIc) % A
Ehdth @ 4
wgo AP 4L A3 Aol AFE, RMRE 248

A= <Table 2> 2t}

(Table 2) Suitability Analysis Result

X2 RMR note
X2 DF |P(>.05) | (<.08)
Personnel
Quality 202.762 9.000 0.000 072
System .
Quality 223.036 14 .000 071
eliminate
System s system
Quality 54.363 2 .000 056 quiity
1,23
Result - .
Quality 63.690 9 .000 035
Servie
Value 000 0 000
Service
Satisfaction 000 0 000
Service |1 746 2| 001|020
Trust
w AR A g AREY A F 2AE 29
AqEEe] AR g AL 98] AolAF
s FQletAar 2 23 FhelAlw we BT pwkel fr
slate] oJnl7} glold the AREAFA RMRE 24
a3leh. A28 o] RMRe] 0084t} Hofo} #3e)
ha 2 % glek AFE A5 BAE, BE 491
RMRe] 0.081.0h A9kort 812 o194 A v
ato] Alz=wl AL Al2E FH2, A2 F438 A9
o 79 Al F4x 7 A9 RMRO] 05622
o vtobsirh. Telme B4 2%y st o
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AR EAL AR EA AlaY BA3E Al9sa
A

(Table 3) Factor Loading Analysis Result

Latent . factor square
variable observed variable loading [factor loading AVE
Personnel Quality2| 0.712 0.507
Personnel Personnel Quality3| 0.804 0.646
Quality Personnel Quality4 | 0.846 0.716 0.662
Personnel Quality5| 0.836 0.699
Personnel Quality6| 0.862 0.743
System Quality4 0.774 0.599
System System Qualityd 0.828 0.686 0650
Quality System Qualityb 0.845 0.714 ’
System Quality7 0.775 0.601
Result Qualityl 0.756 0572
Result Quality2 0.857 0.734
Result Result Quality3 0.830 0.689 0635
Quality Result Quality4 0.803 0.645 '
Result Quality5 0.873 0.762
Result Quality6 0.839 0.704
.. Servie Valuel 0.836 0.699
?/earlzlf Servie Value2 | 0926 0857 | 0779
Servie Value3 0.884 0.781
 Service 0848 | 0719
Service ba%feicigg = 0741
Satisfaction|  Satisfaction2 0876 0767
Service -
Satisfaction3 088 0736
Service Trustl 0.864 0.746
Service Service Trust2 0.862 0.743 07%
Trust Service Trust3 0.878 0.771 '
Service Trust4 0.827 0.684

919 234 $4 ARG Yolnw EEE aQ¥el

A
o
o2 W eGAAS A5 A8l B AFdlA
= Fornell & L He o] &3tk o
W2 T 89 Afelo A -3k ‘@ﬁ =

KN
=
B

ZZHAVE:
average variance extracted)©] Z+ 7|3 E 1te] JAS
o] A g F AFAFTR)ET 21 Q21 Aloldl= 3t

HERAe) QI Aew BAlake Aol

(Table 4) Latent Factor Correlation Square and
discriminant validity

Latent Latent ok
Factor Factor S AVEIL AVE2
quare
(1) (2)
Persomnel | System =
Quality Quality 0.637 0.662 0.650
Personnel | Result -
Quality Quality 0.679 0.662 0.685
Personnel | Servie
Quality Value 0.518 0.662 0.779
Personnel Service .
Quaity | < Sitin 0.536 0.662 0.741
Personnel | _, Service
Quality Trust 0.484 0.662 0.736
System | Result = - ~
Quality Quality 0.458 0.650 0.685
System | Servie
Quality Value 0.420 0.650 0.779
System Service
Ouality | Sitin 0.486 0.650 0.741
System Service -
Quality | < Trust 0.464 0.650 0.736
Result | Servie -
Quality Value 0.632 0.685 0.779
Result | _, Service 5 -
Quality Sisbrtion 0.507 0.685 0.741
Result Service = =
Quality | Trust 0.567 0.685 0.736
Servie Service =
NValus < | it 0.570 0.779 0.741
Servie Service . .
Value o Trust 0.531 0.779 0.736
Service Service
St | < Trust 0.646 0.741 0.736
A FA1, Aleg FAL ALY FE2, AlaE EA
35 AAT 5 FHEMA A A BE AVEE T

"C. Fornell, & D. F. Larcker, "Evaluating structural equation models with unobservable variables and measurementn Error", Journal

of Marketing Research, Vol.18, (1981), pp.39-50.
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(Table 5) Hypothesis Testing Result

. I . < |Accept
Hypothesis PC. |SE | CR | P [SPC or ot

Personnel Servie 5 .

Quality Value | 0211|0092 2.306 |0.021] 0.092 | Accept

Personnel Service . p -

Quality Satisfaction 0.398 | 0.101 | 3945 | == | 0.339 | Accept

System |, Servie , o | A .
Quality Value 0.030 10.083 | 0.365 |0.715( 0.029 | Reject

Buithﬂ; - Sa%gg&fon 0363 |0.001 | 3985 | *+x | 0321 | Accept
g&% - ?,e;]‘l’l‘g 0663 |0.120 | 5514 | #+x | 0620 | Accept
g&% S Sa%gg&fon 0146 | 0.138 | -1.062[0.288) -0.128 | Reject
Sopie || JEICe 10,431 | 0085 | 5078 | 4+ | 0408 | Accept
Sopie || Service | g7 | 0078 | 4189 | 4+ | 0287 | Accept
Service

Service
e 171 i | 0639 {0078 | 8197 | ek | 0601 | Accept
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