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Abstract : A number of scholars have been researching service levels of
business logistics, the differences between the service levels of service
providers and the satisfaction levels of their customers in particular. The
results of research suggest that there is a wide gap between the level
of service that customers expect and their level of satisfaction.

This paper aims to analyze empirically the difference between terminal
companies’ and port users’(shipping companies’) perception of service
quality at the Pusan and Kwangyang Port Container Terminals, based
on the Zeithaml’s Service Gap Model.

As a methodology, ANOVA and T-test were utilized to confirm
whether there are any common differences among groups in how they
rate twenty-five selected service attributes in terms of relative
importance, performance, expectation levels and satisfaction levels.
The results of this empirical study show that terminal companies and
port users agree on the relative importance of all but six of the
twenty—five attributes. But the service quality levels of Korean container
terminals do not meet the expectations of port users.
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Moreover, the satisfaction levels of foreign port users are lower than
those of domesticusers.

Even after new terminal facilities expanded and competition among
terminal companies grew, port users did not witness any improvements
in service at existing container terminals. Port users hold similar
expectations regarding service attributes that vary according to their
special characteristics(calling frequency, throughput, size of ships), but
levels of satisfaction varied significantly, depending on the liner’s
particular characteristics.

In conclusion, terminal companies should be aware of exactly what
customers want, and they should also develop service strategies to
improve their service quality and their competitiveness.
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