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Abstract The purpose of this study is to examine the current status of automobile logistics in the domestic
automobile industry and to derive and evaluate the factors to improve the quality of automobile logistic services to
final consumers. To that end, we selected the relevant factors through literature review and expert interviews, and
conducted a survey with consumers and experts. The quality of automobile logistic service was evaluated using the
Importance-Performance Analysis (IPA) method. The results show that the “kindness of shipping staff” is high on
the importance of customers but low on the importance of employees. On the other hand, factors that have high
customer satisfaction but low staff satisfaction include "rapid handling of complaints”, "transportation accuracy of
receipt”, "kindness of delivery staff”, and "automobile manual guide and explanation of internal functions". This
study has academic and industrial significance in that it has derived important factors for evaluating the quality of
automobile logistics services and suggests improvement measures for experts and consumers who actually work in
the industrial field. Future research should investigate measures to minimize the returns and complaints of shipment
offices which have not been examined in this study.
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Table 1. Prospect of the Korean automotive industry
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Table 2. The rate of export fluctuation in cars
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Table 3. Factors selected
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Value of importance
4.382022
4.325843
4.359551
4.573034
4.662921
4.719101
4.483146
4.483146
4.640449
4.741573
4.696629
4.4044%
4.539326

4.3.1 IPA
10
12
Average

Table 4. Customer Analysis Results
Factors
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appropriate cost versus quality of service[9,10]
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Table 5. Employee analysis results
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