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Characterizing the Logistics Service Qualities of Container Port

using the Kano Model
- A Case of Gwangyang Port -

Jongwook Bae- Byungin Park

Abstract : Logistics service is one of the most frequently addressed competitive edges
exercised by container terminals that face fierce competition. Many of researches have tried
to assess the logistics service quality and attempted to propose the strategic ways to manage
it. However, it has been known that quality is a multi-dimensional construct and not all
quality attributes are viewed as equally important to customers. Each quality attribute has
different implications for customer satisfaction. Timko (1993) has developed customer
satisfaction (CS) coefficient based on Kano model. The CS coefficient is indicative of how
strongly a service quality may influence customer satisfaction. This study attempted to
identify the satisfying/dissatisfying quality factors using Kano model and CS coefficient. In
so doing, several satisfying and dissatisfying quality attributes in logistics service quality
were identified.

Key Words : Container Port, Logistics Service, Service quality, Kano Model,
CS—-Coefficient
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<E 8> DX ctH nAFAHF ME ZI

3= MM ) 3¢ 2 9 S EHAH(LE AR
L= REASE | EREASE | wnEAS | ERSAS | wEAS | ERSAS
Cl 0.6087 ~0.5652 0.4940 -0.2169 - -
C2 0.6429 ~0.5000 0.5422 -0.4699 0.4688 -0.5625
C3 0.9333 -0.7778 0.6265 -0.4578 0.6875 -0.6250
C4 0.5333 -0.4222 0.2892 -0.2651 0.4688 -0.4375
C5 0.8043 -0.7391 0.5190 -0.3924 - -
C6 0.8261 -0.7174 0.5422 -0.3253 0.6970 -0.5152
C7 0.7826 -0.8478 0.5904 -0.6024 0.7500 -0.7813
C8 0.7333 -0.6667 0.6024 -0.5422 0.8125 -0.7813
C9 0.6744 -0.7209 - - 0.8351 -0.8351
C10 0.9783 -0.7174 - - 0.8438 -0.6875
Cl1 0.8043 -0.7391 0.5181 -0.5783 - -
C12 0.8261 -0.7391 - - - -
C13 0.6957 -0.6739 0.6265 -0.5542 0.7500 -0.8438
C14 0.7826 -0.6957 0.6367 -0.8072 0.8182 -0.7879
C15 0.6304 -0.6304 0.4940 -0.3012 0.3939 -0.5455
C16 0.8043 -0.8478 0.6386 -0.6386 0.7879 -0.8182
C17 0.7826 -0.8043 - - - -
C18 0.3696 -0.8043 0.6145 -0.5422 0.7188 -0.8125
C19 0.9348 -0.6304 0.9277 -0.69883 - -
C20 0.8222 ~0.7556 0.5904 -0.4096 0.6129 ~0.6774
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