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Abstract : The container ports have been increasingly changed according to the industry structure and differentiated customer’s needs.
So it seems to need the differentiated service strategies to have their competitiveness. To assess the customer requirements objectively,
this paper associated the service process of container ports with the service quality scale by using the Quality Function
Development(QFD). This paper analysed the service process of Busan port and then compared it with those of Shanghai port and Tokyo
port which are the typical port of the northeast asia. Also, dfter drawing the importance of the service process as well as its priorities
by representing the relation between service quality scale and processes of the container ports, this paper proposed the House of
Quality(HOQ) for service quality improvements.
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Table 4 The relation between service quality and service

process(normalization)

gafax[ealaalaa]zea+ a8 %

T R I R R RN R R I
1 10.13]0.13{0.10 ] 0.09 | 0.08 ] 0.08 | 0.09 | 0.13 | 0.09 | 0.08
2 10.090.12]0.09]0.09|0.10 | 0.10 | 0.10 | 0.13 | 0.10 | 0.08
3 1013]0.11{0.10]0.10 {0.08 | 0.08 | 0.10 | 0.11 | 0.09 | 0.11
4 10.12]0.11|0.10 |0.10 { 0.09 | 0.09 | 0.10 | 0.12 | 0.09 | 0.09
5 10.100.10{0.10{0.09 | 0.09 | 0.10 | 0.12 | 0.13 | 0.08 | 0.09
6 [0.13]10.10|0.10 |0.10 [ 0.08 | 0.09 | 0.12] 0.12 | 0.08 | 0.10
7 10.13]0.11|0.10 | 0.09 | 0.08 | 0.08 | 0.12] 0.12 | 0.08 | 0.09
8

9

0.090.10 {0.10 { 0.10 { 0.09 | 0.10 [ 0.11 | 0.12 | 0.08 | 0.10
0.0810.09 012 {0.11 { 0.11 { 0.09 | 0.10 | 0.12 | 0.09 | 0.09
10 {0.11 { 0.10 { 0.09 | 0.09 | 0.09 | 0.10 | 0.09 | 0.12 | 0.10 | 0.11
11 {0.07 {0.08 | 0.09 | 0.09 | 0.09 | 0.14 | 0.13 | 0.14 | 0.09 | 0.09
12 10.08 {0.09 | 0.12 | 0.12 { 0.10 | 0.10 | 0.09 | 0.12 | 0.10 | 0.08
13 {0.14{0.10 | 0.10 | 0.10 | 0.09 | 0.08 | 0.08 | 0.09 | 0.09 | 0.13
14 1012 {0.09 | 0.10 | 0.10 | 0.09 | 0.10 | 0.10 | 0.11 | 0.09 | 0.10
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Table 8 Final HOQ(Service quality items)

o] el 23 EEER)
SRS EEEERL N XISl Benll el Dol Bl ol Kool ol RO Bt R T EE DI EEE
1. g ti7iA kel H A st 469 | 059 | 060 | 0.46 | 044 | 038 | 038 | 042 | 059 | 042 | 0.39 | 524 | 371 | 493
N 2A 2. 3 AAAIEe H A3 463 | 043 | 053 | 043 | 042 | 045 | 047 | 044 | 062 | 044 | 0.39 | 524 | 459 | 512
B 3. # ArAY &3} 426 | 053 | 048 | 044 | 043 | 034 | 035 | 042 | 045 | 0.36 | 046 | 525 | 397 | 537
4. B89 AAS fle 435 | 050 | 046 | 044 | 042 | 040 | 040 | 042 | 052 | 040 | 0.39 | 484 | 3.88 | 538
5. 8 A o7 sl 422 | 042 | 042 | 043 | 039 | 036 | 041 | 052 | 055 | 0.34 | 0.38 | 5.04 | 403 | 544
B 6. A AR o7 U 413 | 053 | 040 | 040 | 040 | 031 | 037 | 049 | 048 | 0.34 | 040 | 510 | 417 | 522
7. Y3 279 By e 404 | 051 | 043 | 040 | 037 | 034 | 033 | 047 | 049 | 032 | 0.37 | 513 | 397 | 519
8 @ EZa3 A gl 406 | 037 | 042 | 041 | 041 | 038 | 040 | 046 | 049 | 032 | 040 | 4.81 | 4.26 | 523
9. 3 FPA 97 A 405 | 031 | 038 | 050 | 045 | 044 | 0.38 | 040 | 049 | 035 | 0.35 | 4.63 | 4.07 | 527
oA 10. FAAA 2] B 425 | 048 | 040 | 038 | 037 | 038 | 042 | 039 | 052 | 044 | 0.46 | 501 | 4.02 | 538
11. stE9] s da gl 438 | 030 | 034 | 0.38 | 038 | 040 | 059 | 058 | 0.62 | 041 | 0.38 | 5.06 | 403 | 529
12. duto] =49 98 §15 | 438 | 036 | 040 | 053 | 051 | 043 | 046 | 0.39 | 052 | 044 | 0.34 | 513 | 4.16 | 521
13. 9= dA9 i) 429 | 060 | 045 | 042 | 041 | 037 | 036 | 0.35 | 040 | 0.38 | 055 | 5.03 | 3.70 | 493
14. JArAAaTo A4 9 405 | 048 | 038 | 040 | 0.39 | 035 | 040 | 042 | 045 | 0.38 | 040 | 489 | 391 | 467
15. FdiAn] 2 o] & He 369 | 031 | 033|035 |03 | 03 | 037 | 032 | 038 | 058 | 033 | 465 | 3.81 | 503
794 16. AAE=A 2ol 7H5 427 | 046 | 042 | 041 | 042 | 041 | 041 | 042 | 051 | 041 | 041 | 5.02 | 390 | 4.32
17. §37 flojx= & A= 380 | 044 | 041 | 037 | 035 | 034 | 0.35 | 038 | 040 | 0.36 | 0.40 | 443 | 3.73 | 468
18. X158k g 2 oA 412 | 045 | 043 | 040 | 040 | 040 | 040 | 041 | 044 | 040 | 040 | 475 | 3.87 | 4.88
19. 2A1F WAA B ¢l | 415 | 046 | 045 | 042 | 042 | 037 | 038 | 0.38 | 042 | 041 | 043 | 4.44 | 3.44 | 433
20. 543 248 & 5§ 384 | 043 | 040 | 0.39 | 036 | 033 | 0.39 | 033 | 045 | 040 | 0.35 | 455 | 394 | 451
IZAAY FTo% 897 | 855 | 835 | 807 | 756 | 802 | 841 | 980 | 792 | 801 - -
Z2 A~ A9 2 3 5 6 10 7 4 1 9 8 - -
Table 9 Final HOQ(Service quality factors)
43 <t =3 A7}
SEES SIC RSt I T Bl Bl e el B Bl B il B Bl ER A R R
244 4.48 046 | 046 | 039 | 038 | 035 | 0.35 | 038 | 048 | 036 | 0.36 | 514 | 4.04 5.20
A 411 041 | 037 | 036 | 035 | 031 | 0.34 | 043 | 045 | 030 | 0.35 | 5.02 411 527
QHA A 4.27 0331034 | 040 | 038 | 036 | 041 | 039 | 048 | 0.37 | 0.34 | 496 4.07 5.29
HeA 4.03 041 | 037 | 035 ] 035 | 033 | 034 | 034 | 039 | 037 | 037 | 472 | 379 | 467
ZEM2E FoE 1.601 | 1.539 | 1.509 | 1.453 | 1.354 | 1.440 | 1.532 | 1.792 | 1.391 | 1.421 - - -
ZEA~E 489 2 3 5 6 10 7 4 1 9 8 - - -
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