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Abstract - This study examines the level of port service quality based on Grénroos(1984)'s Two-Dimensional Model: we investigated
service-environment quality and service-delivery quality, and added service-product quality as a process quality. This study focused on
a service user like a liner, forwarder, shipper, or a logistics firm using port service in the Port of Busan. We investigated relationships
among the llowing vairables. service quality, customer satisfaction and port image, we also analyzed the path coeflicients using
Smart-PLS 3.0. The results and suggestions of this study are summarized as ollows. First, all of the service quality variables influenced
customer satistaction but service—delivery quality didn’t have an impact on port image. Secondly, there is correlation between customer
satistaction and port image; customer satisfaction had a positive eflect with port image. Lastly, customer satistaction and port image
influenced the Relation Continuity Intention.
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Service
product

Quality L

Customer
Satisfaction

Service
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Quality

Service
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Fig. 3 Research model

e
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(

Ro) MEAE B BEASI 7}
Smart-PLS 3.0 ZEI13& o] &3t}
3.3. Wiel TR Mol 5
APAFE npgoz FA3 HEE A A=
Table 29} 2t}
Table 2 Defined variable
Variables
) Precedent
(Number of | List of measurement
) Study
Question)
Providing fast service
Ensuring safety and Seo 5. W.
. et al.(2002)
) security to
ce ships/shipments Jung U. C.
product Obeeret - et al.(011)
Quality serv;ng working Yoon S,
®) ours B.(2012)
Appropriate ship Vinh V.
accessibility Thai(2016)
Offering competitive
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price of service

Identifying
cargo-location

immediately

Service
Delivery
Quality
)

The staff in the port
always demonstrate
professional attitude
and behaviour in
meeting customers’

requirements

The port can always
meet our service
requirements anytime
and anywhere what

customers want

The level of
ICT(Information and
Communications
Technology)
applications in
customer service at the

port is comprehensive

The staff in the port
always demonstrate
good knowledge of our
needs and

requirements

Seo S. W. et
al.(2002)
Song. C. H
et al.(2004)
La S. A.(2005)
Yoon S.
B.(2012)
Vinh V.
Thai(2016)

Service
Environment
Quality
7

The level of ICT
applications in port
operations and
management at the

port is comprehensive

Preparing the system
of customers’

uncovering needs

The port has in place
the environmental

management system

The port fulfil good
social responsibility to
their employees and
other stake—holders

The port demonstrates

good relationship with

other ports and land
transport service

providers

The port always

Lee Y. J & La
S. A(2003)
Vinh V.
Thai(2016)

emphasizes on
environmentally

responsible operations
Securing working

environment that help
accurate understanding
to customers’

requirement

We are satisfied with
the management and

employees of the port
We are satisfied with

Teas(1993)
KmS. Y
et al.(2008)

Customer
Satisfaction the service quality of

3) the port
The service that they

provide matches our

expectation

Fombrun &
Pan(2006)
Ponzi et
al.(2011)

Higher preference
Higher reliability

Port Image
(3) Higher development

possibility

We will refer services

of the port to our
Relation

Continuity
Intention

3 in costs
We will continue using

business partners
We will no change

Jung U. C.
(2011)

preference as increases

services of the port

4
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TE olEe] WAE el v

ol

A g gtelnAE BAX L R A+ dFe A
Aole}.
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Total 80 100%
4. AEEN Cargo Type Number | Share
Container 47 59%
4.1, EE2o| Auts £4 Bulk 4 0%
AR-SRAES] AN 54¢ AR FRAATE T1% oil 16 20%
2 7P 2o vFs AXstn gloew a1 HE o]} 357} Others 3 4%
9%, =L AAE 6% 1E]al EAU7E 6%E AL A Container & Bulk 5 6%
o E3 HMAME F 59%E TR AdE FE(YE, T, 5 Bulk & Oil 9 39
olxlo} 5)E 7|3El e MALER o] F Qom 1 e
bx e M2 Ipes HagaCEIR, o, Aans | PREOIEORs U]
52 et wa avdde, AYe, g vr A : P
g J1gshe ANk 92 s, Total 8 | 100
SHAF o 59% T2 AEoly e AR o Title Number | Share
W 1 HE olo] {7/ 20%, HAdE 5%To 2 LENGTH Manager 12 15%
SHARE] A= 34%7F Ak, 20 o)d 2R s elel Deputy General Manager 9 11%
ol Ako] 319%= k2] & o ©0 o m}#}o] zhz)
1;0; ]11:2,23—8;}1;};;?%152; UH]F;"iﬂ, EH%QJ_L; ;;4;% General Manager 7 9%
o UEhyTh Director 25 31%
AEGHA e 9wt 548 F3sd Table 33 2l Assistant Manager 27 Sy
Total 80 100%
Table 3 General properties Years of Service Number | Share
Organization Number | Share Less than 3 years 15 19%
Domestic Shipping Company 57 71% 376 years 12 15%
International Shipping Company 5 6% 779 years 8 10%
Forwarder 5 6% More than 10 years 29 36%
Logistic Company 2 3% More than 20 years 16 20%
Shipper 7 9% Total 80 10026
Others 4 5%
Total 80 100%

Ship’s Course

Number | Share

Coastal

(Japan, China, East Asia, etc) A o
Ocean

(North America, Europe, Around 8 10%

the World, etc)

Etc.

(South America, Australia, 1 1%

Africa, etc)

All Categories 7 9%

Coastal & Etc 1 1%

Others 7 9%

N/A 9 11%

PLS #42 SArnde] F43 Fxrrdel B4 5 2t
2 Uro] g e, SRS 485 447 {
FEFEA 2z HE A S dETdeEsA Hute 4 9l
o FAAE AFHEFTS T UH dA=E =S435}
= Cronbach’s a #o® Hrlstgion, FFedAde
=A% A (Factor Loading), EAAIZ%=(CR;

Component Reloability)9} Hi#2F5-ZZHAVE;, Average
Variance  Extracted) 22 393} tH(Nunnally  and
Bernstein, 1994; Hair et al., 2013).

A 2QEA S B LAFAATE LA YER ALY 9

=
gl ]l FEQ AHAdEEE 1 27, AP
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24 AN fBHelA frold Fue Fere
mAR o wgA Il 10049 aoleln, ol A kel 04o] Table 5 Validity analysis
A QA Folsta HEAH o7 FARY BA o3 AwH Variables Loading | t-value | CR. | AVE
o 49Ae FAAT ol BEIAY Service | P2| 0607 | 5812
kA o2 Cronbach’'s a gte] 0.6 o/dold WgE2] 4l Product At 088 25331 | (815 | 0473
f4o] Q= Row BFAM, LAHAZE 07 o4, CR. Quiity oot
2 0.7°]7¢(Nunnally and Bernstein, 1994), AVEE 05 9] . DIl 0oLl R340
}(Fornell and Larcker, 1981)¢o]|WH =4 #a9] FFEFIA Service D21 0934 74081
o] AAalrty HrtEch wk BHEIAA S AVE A B2 3t Delivery D3| 0839 1 641 0.934 | 0.780
o] th& W49 *ohdrﬁ]‘r«] FETE Aok FHEIA O] T Quality Dil 08%5 3,343
"Hrpar 2ok 2 2l A dEgo] digk 9ok 2 E3| 0715 10.605
71l Bgeta e Aow Yehda glom Asige] 4 Service | E4| 0847 | 22.307
= Table 4, AZeEA el A= Table 5 FHHEFGA 9] Environment | E5| 0.903 26.234 | 0.927 | 0.718
25} Table 63 2t} Quality | B6] 0885 | 25783
E7| 0874 20.000
Table 4 Reliability analysis Customer S1| 0931 44,080
Nomber of Satisfaction S2| 0904 32.201 | 0.939 | 0.836
Variables ) Cronbach’s a S3 | 0.908 30.638
Question | 088 | 28261
Service Product 4 0685 Port Image | 12 | 0866 | 21576 | 0881 | 0.713
Quality 3| 0775 | 14.25%
Service Delivery 4 0.905 Relation Cl| 0.888 25.182
Quality Continuity C2| 0734 14799 | 0.897 | 0.744
Service Environment 5 0.900 Intention Cc3| 0910 32.888
Quality Model
. 0.688
Customer Satisfaction 3 0.902 Global Fit
Table 6 Discriminant validity
Port Image 3 079 sp|sp]sE]cs] m|re
Relation Continuity Service
. 3 0.830
Intention Product 0.688
Quality (SP)
Service
Dehvlery 0.460 | 0.883
Quality
(SD)
Service
Environment | 0491 | 0541 | 0.847
Quality (SE)
Customer
Satisfaction | 0.673 | 0558 | 0561 | 0.915
(CS)
Port Image
0631 | 038 | 0417 | 0.730 | 0.844
(PD)
Relation
Continuity 0.675 | 0481 | 0574 | 0.729 | 0.817 | 0.863
Intention(RC)

(Coefficients of diagonal are square root of AVE)
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