Journal of Korea Port Economic Association, Vol.25(3), 2009, pp.339~360

(o

St=stobAd M &3 X| M25%7 HM3Z (2009. 9)
Wwww.kportea.or.kr

FAAYG AA Qolo] YR IAuE3)
o

[

Au) 24 ol w2
g 34
AE - AFLT - o)A
An Empirical Study on the Key Faction for Quality
Management affecting the Service Performance

—Primarily on the Shipping Company-

Lyoon Ko - Han-Won Shin - Sang-Pyeong Lee

= %
PR .
Al = A
1. oles w7 V. wee
V. as

M d7Ega 7pde] 44

Key Words: ISO 9000, ISM Code, TQM, Shipping Management, Quality management, Service performance,
Employee satisfaction

Abstract

In recent years, the quality and safety requirements in the shipping industries have been
more stringent than the previous requirements. It is essential to effective quality management
system which can cope with a change in shipping business environment and improve
shipping service performance to get competitiveness in the international shipping market. This
study on the focus of the Korean shipping company which provides shipping transportation
service examined following issues. First, how each of the key factors of ISO 9001 quality
management affects service performance, internal customer satisfaction and customer orientation.
Second, how the internal customer satisfaction affects service performance and customer
orientation. Third, customer orientation affects service performance.
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