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Impact of Service Quality on the Intent of Continuous Use of Railroad Logistics
- Focusing on the Mediation Effect of Logistics

a3 - 0|8

Jong-Man Kim - Yong-Sang Lee

Abstract This study analyzes the impact on continuous use of railroad logistics by mediating the logistics perfor-
mance of recognition on the logistics service quality. According to the results, economic quality, information quality and
relationship quality have impacts on the intent of continuous use by fully mediating logistics performance. Based on
these results, a model for intent of continuous use of railroad logistics was proposed. As for the results of this study, it
can be seen that the continuous use of railroad logistics is formed by the logistics performance due to the use of railroad
logistics and, for this, a practical direction is suggested: the improvement of service is required, by which the recogni-
tion can be enhanced for the economic quality, information quality and relationship quality of the customers.

Keywords : Railroad Logistics, Logistics Performance, Service Quality, Information Quality, Relational Quality
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quality)®] = 7FA] SHollA] B7IRIthal 519101, Parasuraman et al.[17}2 AR|AFAS 7ol 42389) vz A=A,
B4, DA, B, TR Tl 71K AL AN

olF Aul EAL AA 3ol uel UE Ao Hejze] AEgnd), Aw pel Aulse] A ool
gt A7t o]Folxint ik, o] Aol M= ORGSRt ARIAE ASHA pdstal oA We 4= e 2l =
AE, AEARIAE o] 8dhs IgolA 2] A B 7R ks onfshs §34, L
Sh= 59 3, LA At N0 Al wj2E on]sh=
[18]. o]=|3t A-Aut= URHAQl AvRE ez 3F Ao zA dA5te] el 7
Ao A o] =o] F st

HAEEF= A 32 §5719% 5935 &89t SAEETAL &, 719 71 1 AR gdFes
YAT= olef WS A A AfB|A FEE AARICE Homlund and Kock[19]2 B to B 729 AjH]2

HE2R0| MHlA B

75:_]

N rlo

r

2
ki
)
ftlo
fu)
ox
o
o
)
rl
rlo
w
g
w
il
du

Table 1. Variables of SERVQUAL.

Economic quality

Information quality

Relationship quality

Procedural quality

Facilities quality

M Shu[17]
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Homlund and Kock[18]
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Homburg and Garbe[19]

Chumpitaz and Paparoidamis[20]

Caceres and Paparoidamis[21]

J.H. Park[22]

K.H. Wi[23]
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a4 4, 71538 F4, BAA F49 Al 7HAE, Homburg and Garbe[20]= +2% #4, Aatd #4, ditd #4
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Fig. 1. Research model.
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Table 2. * Test on characteristics.

Container Cement ETC 7
Under assistant supervisor 46.4%(89) 57.4%(35) 33.9%((21)
Supervisor 32.8%(63) 21.3%(13) 48.4%(30) 10.760*
Over manager 20.8%(40) 21.3%(13) 17.7%(11)

*p<.05
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WA Seleiel W, A, 4, Aol ek WAH BeleA A% Tag 18 /lE0R 47 SUdel AcloR Ry
otk E G5 A A AHES P A3 BE G HF 0219 AHES s GRS LA leh. Aua
B AL 81130 ekt wifEas A nAA Aol 444 o g ojml mE gelaglon e
on] AFEE 247t 871, 720024 Abgol EAZE gl Aoz vehge,

Table 3. Exploratory Factor Analysis on SERVQAUL.

Relational | Information | Procedural | Economical Facilities | Cronbachls oz| Cronbachls
quality quality quality quality quality if delete a
Relational quality 2 .839 253 .198 152 .091 .877
Relational quality 4 .830 307 .103 163 .095 875 o18
Relational quality 3 .829 311 173 148 .077 .884
Relational quality 1 755 120 309 164 133 914
Information quality 2 233 .825 195 132 .096 .838
Information quality 3 .196 .807 256 .038 .061 .845
Information quality 1 222 187 205 153 .065 .860 88
Information quality 4 283 727 261 .068 .088 .864
Procedural quality 2 255 .289 .840 .088 103 780
Procedural quality 3 155 222 794 .140 136 .882 908
Procedural quality 1 260 372 782 .053 120 .809
Economical quality 2 .168 131 .100 928 .057 - 908
Economical quality 1 242 121 114 904 .076 -
Facilities quality 1 .045 .035 115 .054 910 - 784
Facilities quality 2 .199 .160 134 .070 .855 -
Eigen value 6.934 1.604 1.442 1.184 1.002
Cumulative % of variance 46.227 56.924 66.538 74.432 81.113

432 %.*._’51 2RI

Table 3& 2 Q7o) A AAEA, ANE, PABY, AAEL, AAEA, BT A% olgelwol it Bl o
L—‘?‘—éiéJ—]-O]E]— w3y A 2/dE2.978, CFI(Comparative Fit Index)=.931, GFI(Goodness Fit Index)=.905, RMSEA(Root
Mean Square Error for Approximation)=.079, RMR(Root Mean Residual)=.029%24] CFI®} GFI .9 ©]4}, RMSEA .080]3},
RMR 0.50]6}] H3he x40 Sakohs 702 ekt et 314 a9lidold Q9islhe Jo] Wi AS dishsd),
2 Aol A AMEE RE oA 7 o]5ke] QQIRSHREE Y| kgl

S ol ARRlel WFEG e SEsh AT Agslel avE=($a)nrt 55 Ve BS S
Ao wop B ol YRS ALY AVEE S1-830RA 5T P AR e,

-

2 2 2
)29l A= CR(Construct Reliabilityye CR= (Z 4) {(Z i) +(Z 5) ] o ato] AMgBISIL.

229l AFEL 7 oito] Elojok sh=t|, B 9119 CRE .731~9862 24 7S W Aoa Veh} BEAV} gl= Zoa
et shHEAL = A2l ZF2F] AVE(Average Variance Extracted)?t & A Q.91 7F AFRGA| Q] Al H|nsh=
MRS ARgSHATh FEPH A AL Ak Algo] AR Urhils F wde] AVE Hrh dojof gk 14
23} Table 40 ViEhihzule} 2o] AALRR) AR A 0450l 419:4] 7} FRIAsle] AVE B} BE e Aom
Upertet.
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Table 4. Confirmatory factor analysis.

Est. SE Std Est (4) ) t AVE CR
Economical quality 1 1.000 - .946 .062 -
.833 986
Economical quality 2 948 .060 .878 142 15.895%**
Information quality 2 1.000 - .876 153 -
Information quality 4 .909 .058 747 331 15.632%%* 660 910
Information quality 3 968 057 784 297 16,848+ ’ '
Information quality 1 966 .052 .837 202 18.674%**
Relational quality 2 1.000 - .875 211 -
Relational quality 3 993 .043 909 .143 22.866%**
735 923
Relational quality 4 964 .045 .883 181 21.630%**
Relational quality 1 .862 .053 755 386 16.396%***
Procedural quality 1 1.000 - 912 116 -
Procedural quality 2 980 .043 910 114 22.800%** 729 935
Procedural quality 3 .830 .053 726 355 15.756***
Facilities quality 2 1.000 - .994 .007 -
17 .896
Facilities quality 1 718 111 .668 407 6.789%**
Logistic performance 2 1.000 - .860 174 -
Logistic performance 3 976 .058 .801 263 16.710%** .695 936
Logistic performance 1 993 .056 .839 205 17.855%**
Usage intention 1 1.000 - 753 474 -
531 731
Usage intention 2 766 11 704 409 6.922%**
,1’7‘/51]%2.978, CFI=.931, GFI=.905, RMSEA=.079, RMR=.029

#xxp< 001

5. ¢171Zd 1}

5.1 O|ERE ME AUAMXIO|

B AT WA ol 854l T Auls B, HIARA Auh 44 olgolo) AolE HAlststh. 20160 WEskRe] o
be 32,5550 B TR o] F 7H B SHEE ol AAC] 414%, ABloU7t 26.1%E A5t Ik o] oo 4
S, 07, 97, B, 7le BRo] AEERE olgeka Qlizul Adold nAL wHE BRae] Wk FHsAo] B el o
sl g} 7Ms o] 7MW BRo|E sith. AR, B2, 5, BAE Aeoly Bris udE ERE Bﬂﬂ7}~**°l ¥
Ak oFslo] ulaAE vAE SRR ek FsAe] Wrkn o 4 ok o] §5Ae] WE AolRAle Tkt YRR A
57 olgolE B AES B 4 o7 wEe] Bl —éﬁ;} olc}.

r{r N

A% T Aol A ALl VS BTG ASSICE Tebe S GHAOI, FB, 7Tk 2l I B, E0E %
S AAEL, ARE, BT, BAEDE Uk b Aobl ek, TANY A He b Aol AL 9l

Scheffe H412 SHT). ALSEA A 2Aeolu] Rvkat oF3] ek 1h Aol LehbA] koo, o]y HEke 4

B, WABL, WA Qo] FIefstol via) W A2 dehie. YREUS| A3 93] Yo eyl v

QU4jo] We FoE Uehh BRAIE Asold Aekat k8l WE 7F Aol ek ghgrom, Hgely Wue AAE

4, U, BAEA, 4R Aol ehsiol vlal ke Aow ekt 454 olgelEL g 7 Aol7t ekt

3 Table 1] L}E}wum ol Aol ol AT haKte] Ae o], ¢, 7]Ege] whE Xjo|7t LeRirt. of
o) Aol W2 W40] Q1AAto]7} k=R F7h4 0% BAIRE it Table 6] Lehdutel Zo] mE W2le] Q14olx] A
Aoz fofgt Aol \%EMX] ottt



230t - 08y
396 SHRAHCSIE|=27 K203 X35 (20173 68)

Table 5. Correlations square between each variables.

Economical | Information | Relational Procedural Facilities Logistic AVE
quality quality quality quality quality performance
Information quality 127 .660
Relational quality 224 419 735
Procedural quality .104 472 343 7129
Facilities quality .045 .108 133 125 717
Logistic performance .360 413 .508 272 132 .695
Usage intention 125 213 213 187 .088 364 531
AVE .833 .660 735 729 717 .695
Table 6. Anova test between type.
Container Cement ETC F Scheffe
Economical quality 272 2.95 3.10 9.071 k% ETC>Container*
ETC>Cement***
Information quality 3.29 3.57 371 0.405%%* ggig:::::t‘f***
Relational quality 3.36 322 3.82 10.194%** ETC>Container**
Procedural quality 3.23 3.37 3.51 3.494* ETC>Container*
Facilities quality 3.30 3.10 3.16 2.004 -
Logistic performance 3.24 3.44 3.68 9.049* ETC>Container***
Usage intention 3.33 3.44 3.38 418 -
*¥*¥*p<.001, **p<.01, *p<.05
5.2 O|2R/EM WE QIAIXIO|
wAE|E Fo] ERAATel A&H ARG v|A|= YRk Fig. 19 A4EES AMSte] 24k E4E Y AT
Z(Std Est=.317, p<.001)¥} AR ZZ(Std Est=.274, p<.001), #AZZ(Std Est=.361, p<.001) EF3A4T}o| SA X2 {25t

FIe wA= Fo® vehg, AAEAT A dFFEe foak] ¢hs A oR Yepdtt ofof A 141, 12, 1-
o YT, 1-4, 1-5= 71ZFE|QIh. Ea A7 29] oAl 7HA] AT =, R47 o] fo)ko| nR|i Ajn|A EZH 9
AFH Lo = EAZORZ o5 ke Aoz YEh} dRpd 2= n% 7]7LQ‘HE} =Y AE5H gyl A
o2 golujgt YRSt Bs=504, p<001)0] LEt AT 3& A=t

olefgt sl uolA A%
Ehtet.

S.EE ARE5lo] the-9] Sobel Test ~41S

] ]ﬁxﬂ“xl Z%E% J,}yjﬂJ-xlo]
FAd= Table 79 SWP7L w7l vA]= G I
=3 oot

A, ARZA JAZRS B2guE
A& olg-2ofmwol| mA=

mj7psto] 2|54 olgolwe] Y
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Table 7. Anova test between group.

o] Aol SE, a7t 5

FEHpol mA= FFE At

Container Cement ETC F Scheffe

Economical quality 2.86 2.82 2.81 .180 -
Information quality 3.36 3.46 3.53 1.292 -
Relational quality 3.39 3.51 3.35 .986 -
Procedural quality 3.27 3.37 332 .589 -
Facilities quality 3.28 3.20 3.17 .654 -
Logistic performance 3.29 341 3.44 1.209 -
Usage intention 3.40 3.24 3.49 2.082 -

wkp< 001, **p<.01, *p<.05
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Table 8. Result of path analysis.

SO g - SRYWe| HENE SHe
graEEsEl=2Y M20H M3& (2017 68)

Hypothesis Est. Std. Est. S.E t Accept or reject
Economical quality — Logistic performance 305 317 .050 6.070%*** Accept
Information quality — Logistic performance 274 278 071 3.835%** Accept
Relational quality — Logistic performance 306 361 .057 5.379%** Accept
Procedural quality — Logistic performance -.009 -.010 .061 -.151 Reject
Facilities quality — Logistic performance .068 .076 .042 1.622 Reject
Economical quality — Usage intention -.011 -.011 .088 -.124 Reject
Information quality — Usage intention .046 .044 122 378 Reject
Relational quality — Usage intention -.020 -.022 .100 -.198 Reject
Procedural quality — Usage intention 130 133 .100 1.308 Reject
Facilities quality — Usage intention .060 .063 .067 888 Reject
Logistic performance — Usage intention 533 .504 143 3.724%** Accept
2dF=2.978, CF1=.931, GFI=.905, RMSEA=.079, RMR=.029
*EEp<.001
Table 9. Result of sobel test.
Direct effect Indirect effect Total effect Sobel test
Economical quality — Usage intention -.011 .160 .149 3.181%*
Information quality — Usage intention .044 .140 .184 2.681**
Relational quality — Usage intention -.022 182 .160 3.062**

**p<.01

Economical Quality
Information Quality
Relational Quality

Logistic Performance

Usage Intention

Fig. 2. Suggested SERVQUAL-logistic performance-usage intention model.
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