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A Study on the Perception of the Service Quality in
Shipping Marketing

Young-Mo Kim , Jong-In Lee

ABSTRACT

As the quality of shipping service consists of not only the tangible outcomes
of transport but also the intangible outcomes, it is not so easy for the shipper
to verify the service quality clearly. The aims of this study are to explore the
concept of service quality in shipping and to find out how the shipping
companies and shippers perceive the quality of shipping service.

The major research findings from this study are as follows; First, the
dimensions of shipping service quality consist four factors(reliability,
confirmability, timely/completeness and safety). Second, there are significant
differentiations in cognition of service quality between shipping company and
shipper. Third, the cognitive gap between groups divided by shipping
company’s demographic characteristic was significantly different by fleet scale
and department of company’s organization. Meanwhile, the perceived gap
between groups were divided by shipper’s demographic and cargo
characteristic was significantly different only in cargo quantity. Forth, four
dimensions of shipping service quality had positive affection to the shipper’s
purchase behavior(re-order for shipping). But most important factors are

timely/completeness and confirmability.
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