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A Study on the Effect of Service Quality and Company
Characteristics on the Use and Performance of Supporting Projects
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Abstract With the advent of the Fourth Industrial Revolution, the central axis of the industry is shifting
to SMEs, and online is becoming the center of marketing. In this regard, this study is aimed at the
service quality and the characteristics of companies as the factors for the activation of SMEs' online
export support projects and their performance creation. The study conducted a survey of companies
applied for the government's online export support project. As a result, it was found that the reliability
of the service quality and the characteristics of the company (CEOQ's will, Trade Expert), except for
convenience, have a significant effect on the service utilization and performance. Accordingly, in order
to revitalize the online export support business of SMEs, it is necessary to improve the human
competence of enterprises and the reliability of service quality of supporting institutions. This study is
meaningful in that it confirms the importance of the credibility required by the support organization
as well as the characteristics for strengthening the capability of the company. However, there are

limitations in not reflecting various factors of service quality and company characteristics.
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Table 1. The Characteristics of Samples

Categories Frequencies %
Less than 20 31 10.8
21~50 65 22.7
Number of | 51~100 120 42.0
Employees | 101~150 53 18.5
) More than 150 17 6.0
Total 286 100
Less than 5 years 55 19.2
6~10 years 74 25.9
Business 11~15 years 96 33.6
Period 16~20 years 43 15.0
More than 21 years 16 6.3
Total 286 100
Machinery, Metal 53 18.5
. Electricity, Electronics 55 19.2
Business Chemistry, Bio 86 30.1
Sector Food, other 92 32.2
Total 286 100
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Table 2. Composition of survey

Measurement No of Preceding

variables questions Studies
1.(Con) 4 S.L.Han & S.H.Lee(2010), Y.I.Ha
Convenience et al.(2017)

J.O.Hur & J.H.Kim.(2000).
Y.H.Woo & M.Y.Hong.(2004)

I%él?aelji)lit\' 3 K.S.Song et al.(2007)
' D.J.Shin & Y.Y.You.(2012)
Y.J.Noh & C.H.Lim.(2009)
3.(Ceo) H.H.Han & S.B.Choi.(2013)
CEOVS Wwill 4 J.SKim & S.C.Kim(2010)
h Anderson.M & T.S.Larsen(2009)
H.J.Choi & S.R.Ji(2004)
4.(Tra)

4 S.B.Choi(2005)
J.Y.Kong(2006)
S.S.Durmusoglu et al.(2012)
J.H.Lee et al.(2011)

Trade Expert

5.(Ut1)

Utilization 2 D.Belanche et al.(2014)
K.S.Park et al.(2010)
E.Y.Lee & B.C.Cin(2010)
6.(P
Pe(rf:;)nance 2 J.H.Lee(2004)
K.W.La & J.S.Hong(2019)
Total 19
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Table 4. Factor Analysis Result Table
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A5 e 9 HE gk Al ¢t 2vvke] F¥E A
Tra(Workforce - N
o] glo] TR ARE A& F2l7} glvk &4Ack stability) 869 105 .188 —.010 .060 .032
Tra(Manpower level)  .835 132 191 .024 127 0 .094
Table 3. Summary of descriptive statistics Tri:(tz\b?lr};fgrce 760 108 194 086  .085 .036
Latent Variables Mean SD skewness kurtosis Tra(Number of R R N e
Con(Proper publicity) 3.26 780 .359 097 people) A 250151 033 162 .055
Con(Convenient = _on Con(Application .
guidance) 331 874 135 253 Protainre) 164 774 190 209 118 071
Con(Application _ o -
Procedure) 339 883 020 063 C‘”:ucig:r‘me:)‘em 070 727 079 181  .045 .204
Con(Proper .
progress) 3.25 867 259 —134 Con(Proper publicity) 141 719 179 194  .096 .166
Rel(Business 266 929 376 _ 073 Con(Proper progress) — .320 671 142 135 144 152
periodd) i i i i Ceo(Business
Rel (Fair process) 2.67 986 326 —.268 awareness) 205 074 RSl —.002 .086 .072
Rel(Service - - - Ceoll
- t .
expertise) 281 915 A75 185 COLMPOANe  1s3 093 773 063 118 102
Mark 3.11 881 —.027 —.082
Ce((;( (aIr et a?ahem) Ceo(Market analysis)  .163 173 734 142 .031  .039
eollmportance
3.10 825 .035 034 :
awareness) Ce"(o‘?f)eas 149 179 707 172 101 .004
Ceo(Business 3.06 891 055 100 growt
awareness) : : : ' Rel(Fair process) —-.001 .133 .087 .851 .066 .145
Ceo(Overseas . . . i
arowth) 325  .863  —.056 —.476 Re;gfﬁig?“ 011 197 141 813 111 .052
Tra;ﬁggzir of 374 939 —770 575 Rel(Fair process) ~ .107 289 102 761  .120 .094
Tra(Manpower leve)  3.80 935  —.598 019 Utl(;gii:?:)\ of 154 153 100 126 919 .136
Tra(v“;‘?lr,kf,‘;“e 381 935 —517 -.091 Uti(Frequency of
stability u‘ie) > 198 135 172 144 755 154
Tra(ger‘;:t)mem 369 920  —.537 331 Do Conn
er (Capacity - . -
Uti(Frequency of - building) 065 361 .125  .201  .180 .749
3.02 972 —.087 -.226
proposals) Per(Export
- . . R
Utl(Frequjncy of 300 938 054 022 prospects) 164 .383  .091 164 257 563
use
- . 15. 30 44, 55. 64.  70.
Pegflggi"nagc)‘t" 290 .899 —111 001 Cumulative % 649  .037 086 988 797 487
Bartlett's x*=3,524.108,  p<.001
Per (Export 2.9 854 310 ~.161 - -
prospects) KMO(Kaiser—Meyer—0lkin) = 0.854




50 YAGEFEZAT A18H Al4%

Table 5. Results of Confirmatory Factor Analysis

Std. Estimate Construct
Latent Variables Measurement variables S.E CR Lo AVE
B 8 reliability
Proper progress 1 762
Application Procedure 1.144 .856 .078 14.605™
Convenience 91072192 71876429
Convenient guidance 1.085 .820 077 14.021™
Proper publicity 915 775 .069 13.203™
Service expertise 1 847
Reliability Fair process 1.080 .849 .065 16.686™ 89846461 74681332
Business periodd 1.026 .856 .061 16.825™
Overseas growth 1 782
Business awareness 1.119 .847 .075 14.907™
CEOsWill 190342850 70088169
Importance awareness 919 752 .070 13.088™
Market analysis 1.047 .802 074 14.076™
Department career 1 .801
Workforce stability 1.118 .880 .065 17.092™
TradeExpert 19202539 74296944
Manpower level 1.122 .884 .065 17.171™
Number of people 1.038 .815 .067 15.436™
Frequency of proposals 1 .890
Utilization 8965057 81242484
Frequency of use 966 .893 .063 15.393™
Capacity building 1 861
Performance .84002023 72480288
Export prospects .848 769 .095 8.902™"
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Table 6. Correlation analysis

Measgrement 1 9 3 4 5 6
variables

1. Convenience 1

2. Reliability .264™ 1

3. CEO's Will L3717 4437 1

4. Trade Expert 413" 154™ 398 1

5. Utilization .305™ .298™ 354" 346" 1

6. Performance .283™ 395" .588™ 289" .453" 1

# p<.05, #xp<.01, #+x+p<.001
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Table 7. Structure Model's Goodness—of—Fit

Model (CMIN) df TLI  CFI  RMSEA
Measurement 404.429 141 907 923 081
Model

A7 AY o F= Table 8% o] C.R(Critical
Ratio) #k-& 71202 A3k CRetol 1.96 o)/d<d 7
S FYFFE 0.05004 HE By 5o} sMdskE o
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Table 8. Results of Proposed Hypotheses Test

Hypotheses Estimate S.E CR p Results
HI Con — Ut .51 093 1624 .104 Sul;lggrt
H2 Rel — Ui .212 .080  2.653 .008  Support
H3 Ceo — Uti 255 104 2.449 .014 Support
H4 Tra — Uti 259 .084 3.078 .002 Support
H5 Uti — Pe .505 .060 8.398 .000 Support

# Con: Convenience,
Ceo: CEO™s Will,
Uti: Utilization,

Rel: Reliability
Tra: TradeExpert,
Per: Performance

‘ ~./151(.104)

212°7:008) 505%**(.000)

Performance

Company
Characteristics

.259**(.002)
Trade Expert

Fig. 2. Result Model
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