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An Empirical Study on the Perception of Port Service Quality
— Primarily on SERVQUAL Model In Container Terminal -
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Abstract

The purpose of this study is to explore the nature of the relationship between several
factors representing perceived port service quality and the adaptability to the marketing
strategy of container terminal. An empirical study was carried out to examine not only the
determinants of port service quality using PZB’'s SERVQUAL model but also its
implications to the service marketing strategy. The data investigating the determinants of
port service quality were collected from 136 managers from shipping companies by the use
of questionnaire method. Factor analysis and t-test were. carried out to analyze the data.
The results of this study were as follows; First, Shipping companies perceive the port .
service quality on two the dimensions of personnel and material aspects. Second, Shipping
companies put more emphasis on the reliance of port service quality even though the port
authority offers good facilities and materials as parts of port shipping quality. Third, There
is a significant relationship between the purchase intention and the customer satisfaction.
These findings help not only to formulate service marketing strategy based on service
quality but also to be a concept tool to enhance port service quality.
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Fig. 1 Perceived service quality model
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Fig. 3 The Determinants of service quality
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343 0.557 0400 0366 WAL 0.309 0.372 0.370 0.481 0.361
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Table 8 The expectation and performance in port service based on shipping Co.
719 e . PR
9 | B3 | BREx | &8 | E@d | FERA
A1 3 54403 13180 1 4.2615 0.9926 8339  0.000ssx
o 814 i A B 5.2164 13341 3 39845 1.0605 89931  0.000wxx
TS sma3 | 15 | 46716 15107 10 36124 10919  7592|  0.000x
341 6 5.3060 13220| 6 3.7480 11749 10925|  0.000%x
A1 | 2 55597 15243| 5 3.7907 14506 10635  0.000%x
AlgAde |9 5.0827 18301, 9 3.6202 1.3986 82021  0.000sx
A=A 418443 8 51194 . 15944| 11 35891 1.4823 9.054|  0.000%#x
AlE)Ad4 4 53955 150700 4 3.8837 1.3899 93821  0.000%#x
41245 1 55970 14619 2 41318 1.3485 9099 |  0.000wx
ueAdl |11 49776 17012 12 34834 1.3585 8232|  0.000sx%
e A2 |12 4.9098 17209| 14 3.3411 1.3721 9097  0.000%x
43 | 18 43008 18829 18 2.9070 1.3775 78441 0.000%x
w2434 | 13 48372 18118| 19 2.8682 14757|  10.113]  0.000%#%
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7 |20 3.9624 17425 20 27778 1.3617 6890 |  0.000msx
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<

# p=<0.05 #x p<0.01 sk p=0.001
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