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A Study on the Effect of Automobile Port's Service Quality
on Customer Satisfaction and Loyalty:

Focusing on the Pyeong-tack Automobile Port

Kim, Hark-Soo* - Sun II-Suck** - Ahn Seung-Bum®***

This study aims to analyze the effects of service quality offered by automotive Ro-Ro terminal
operators on customer satisfaction and loyalty. The results of the research can be used to under-
stand how to enhance the service level in order to manage competitiveness of the terminal oper-
ators, finally resulting in global competitiveness of the automobile industry of Korea in both exports
and imports,

We carried out a survey on two groups: shippers (customers) and providers (related terminal
operators and stakeholders), To identify and classify the factors into groups, we conducted
Exploratory Factors Analysis (EFA) and Confirmatory Factor Analysis (CFA), which showed construct
validity and convergent validity. We also calculated Cronbach’s alpha for reliability, Five factor
groups were identified: tangibles, reliability, responsiveness, assurance, and empathy. We found that
empathy is the most influential factor group among the five groups, and that the other groups too
exhibited similar effects,

Based on the results of the survey and analyses, we can conclude that empathy is most im-
portant in automotive Ro-Ro terminals, In particular, specialties, training, experiences, and loyalty of
employees are crucial factors because automotive Ro-Ro terminals significantly rely on work forces,
differently from other bulk terminals and container terminals, Flexible working hours and fringe
benefits for work forces can increase empathy, finally resulting in productivity and efficiency. Next,
well-designed work schedules are followed, based on visibility through logistics and SCM activities
in automobile export and import processes with information and communication networks.
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