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Study on Freight Forwarders Selection Factors and
Service Quality Improvement Strategy

TAEFTAY A9 el Au2FA AAE}F AT
Dong-Hun Jeong

Department of Logistics System

Graduate School of Korea Maritime University

Abstract

Recently, the role of international logistics and activities are on the increase with
economic growth. Hence companies recognize the importance for the international
logistics is growing day by day. Due to the activation of international logistics trade
between the each countries is growing. And the proportion of freight forwarder is
increasing in the logistics industry.

How to develop competitive advantage that service companies can maximize
business’ s satisfaction under the intense competition has been an important project
to be examined by many economists.

The purpose of this paper is to find the impact of freight forwarder’ s selection
factors in korea and china, and freight forwarder’ s service quality on shipper in
korea. The detail purpose of this paper is as follows;

First of all, Domestics freight forwarder selection factors were factor analysis.
Analysis finding was showed five factors. And china freight forwarder selection
factors are showed four factors. Total freight forwarder selection factors are showed
five factors. And, freight forwarder selection factors difference of Korea and china
were multiple regression analysis. Finding is as follows;

Business-satisfaction is as follows. Domestics freight forwarders selection factors are
consist of service factor, cost factor, business-competence factor about
business-satisfaction. And china freight forwarder selection factors are consist of
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transport  factor and  employee-competence  factor, cost  factor  about
business-satisfaction.

Business-loyalty is as follows. Domestics freight forwarders selection factors are
consist of service factor, transport factor about business-loyalty. And china freight
forwarder selection factors are consist of transport factor and employee-competence
factor, cost factor, business-competence factor about business-loyalty. Total of korea
and china freight forwarders selection factors are consist of service factor and
employee-competence factor, transport factor about business-loyalty.

Business-performance is as follows. Domestics freight forwarders selection factors
are consist of cost factor, transport factor, business-competence factor about
business-performance. And china freight forwarder selection factors are consist of
cost factor and business-competence factor about business-performance. Total of
korea and china freight forwarders selection factors are consist of cost factor and
business-competence factor about business-performance.

Secondly, Based on the research data about service-quality of freight forwarders,
the scale of the process of refining was passed through the exploratory factor
analysis, reliability analysis, correlation analysis. And scale of service-quality is
analyzed in the other direction. Existing research was analyzed in consumer-side but
this study was analyzed by the business(enterprise)-side. Finding of exploratory factor
analysis is as follows. Analysis finding was showed six factors(logistics-function,
know-how, cooperativity, reliability, speed, informativeness) in 25 service quality
sub-factors.

Finally, The relationship between service quality and work processes were analyzed
by QFD(Quality Function Deployment) model. Work process was investigated shipper
side and freight forwarders side. Work process is consist of contract request,
distribution of freight wagons - transport, storage - consolidation, distribution of
vessels - information offering, shipment - Cargo handling, document issue, customs
clearance, arrival notice. Based on this process, QFD(Quality Function Deployment)
model analysis between service quality and work process. And improvement strategy
of service quality was proposed.
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The result of this study can provide implications for the domestic freight
forwarders industry’s competitiveness and service differentiation.

First, this study analyzed between korea and china freight forwarder selection
factors each country. Namely, The results of this study due to selection factors by
comparing the country for further overseas expansion in terms of marketing can be
utilized as basic data.

Second, this study developed the scale to measure the service quality of the freight
forwarder. These scale reflected the needs of the freight forwarder who are the
major clients of the shipper. Therefore, freight forwarders can understand the needs
of the customers actually.

Third, This study compared the relationship between the service quality scales and
the work processes of freight forwarders. And then it checked priority and
importance of the work process and service quality factors. This study provides the
detailed and significant methods to improve the quality of service for freight
forwarders. Namely, freight forwarders can realize a strategy to improve the service
quality according to the priority of the work process.

KEY WORDS: Freight Forwarder = #l|& 54 ¢; Freight Forwarder Selection Factors
TAEFTFAY A8 Service Quality A1BI=FZ; QFD F27]5%7l; Factor

Analysis 82144}, Multiple Regression Analysis T % 3] 7 &4
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A2d FAEFFAY WIS
L SAERFAY AZ 7=

M) olAlol FAZRFAY A% A% 2 7R

SA Aol WA AFT Hiek 2ol A A AAF R IAEFFAAA
g =]

1% L Qe FAlold o]t A AAHoR %
5l

S~

e T PRV A& R S
ol FAlZoA & AFH A ANFer Wtz Qs o3t
™ 9 7143k Ha1 ok Transport Intelligence (20090l 4= oFAlo} E)
Aqe] FAZFFAY AFY RS 2003dFE 2008 d7HA oF 12.6%
S7 Atk A58kt

ol o.,>: 12
o2 o >

N
=
oz

| Table 1| Freight Forwarding Market Size & Growth

(etel - €m)
ojm
T= 20034 20044 20054 20064 20074 2008 =lo o
E7H8(%)
Asia Pacific 19,368 22,089 26,286 30,826 34,563 35,001 12.6
Growth Rate % - 141 19 17.3 12.1 1.3 '

XtZ : Transport Intelligence, 2009

E=3 o} oflol Ao e X3k olAlo}l Ao 7 HrPE FABRFHY
AZTFEE AHEE 20083 7|Fo2 F=o] ¢F €9830mezE Fr7f 7H4 A
3, QRo| oF €6,256m, $elUest o €3229m ofAlel Aol A Al W)
ARl Q= AL & % A



| Table 2 | Freight Forwarding Market Size by Country

(h] - €m)
= 7} 20064 20074 2008A
s = 7,785 9,253 9,880
=2 6,052 6,367 6,256
s = 2,850 3,247 3,229

Atz = 2,382 2,713 2,675
=z 2 2,323 2,606 2,445
of 2t 2,025 2,079 1,951
el = 1,400 1,797 1,959
Et of 1,231 1,359 1,368
3 F 1,072 1,156 1,258

2l 0| Al ot 1,114 1,118 1,159
7| Et 2,592 2,869 2,820

O 7|et Z7t . grZ2HHAl €149m, SlZUAlol €949m, w&ME €221m, mF|AEF €232m, Zez|H
€412m, 22|27} €93m, HIEH €437m, 1 2| €326m

AtZ @ Transport Intelligence, 2009
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| Table 3 | Result of Productivity Analysis about Logistics Service in Korea and

Japan
£ St= (W ok 2l) o= (MG aHot 2f) (Sh= /L &)*100 (%)
= 2000 | 2005 =2t 2000 | 2005 =7t 2000 2005
Hzed 36.7 70.5 338 | 2849 | 2933 8.5 12.9 24.0
N S 34.2 453 111 | 127.3| 107.6| -19.7 26.9 42 1
o sales 601.2 | 9483 | 347.0| 279.0| 351.0 72.0| 2155 270.1
= szes 380.0 | 493.0| 113.0| 477.5| 5376 60.1 79.6 91.7
7| 5ted 55.1 76.9 218 | 112.1 958 | -16.3 49.2 80.3
= | 1 2 2n 63.9 83.1 19.2 | 139.1 | 139.3 0.2 46.0 59.7
JEI2S
SreiAln A 157.7 | 129.4| -28.4| 160.4| 146.9| -13.5 98.3 88.1
HE2d 20.2 35.7 15.6 | 156.0 | 182.9 27.0 12.9 19.5
= T223 18.5 23.9 5.4 55.2 46.8 -8.3 33.5 51.0
7t Al s 59.4 | 163.3| 103.9| 101.2| 110.7 9.5 58.7 1475
7t szes 98.3 | 138.5 40.2 | 162.5| 1512 | -11.3 60.5 91.6
Al 5ted 37.6 39.6 2.0 76.1 64.9 | -11.1 49.4 60.9
AR 42.8 | 49.50 6.7 85.8 87.2 1.3 49.8 56.8
E T oEres
A A 120.7 97.3| -235| 1075 96.7| -10.8| 112.3 100.6
Hzed 13.5 21.2 7.8 69.8 70.2 0.4 19.3 30.2
o T22d 12.6 15.8 C7 32.7 272 55 38.6 58.0
o5 sHales 16.7 25.9 9.2 446 39.1 5.4 37.5 66.3
h smes 225 28.2 5.7 53.6 40.4 | —13.2 41.9 69.6
A 512 23.7 23.0 —0.7 53.5 444 —91 44.3 51.8
M| EHD o e 27.0 29.4 2.4 56.6 524 | -4.2 47.7 56.1
=S
S Al A 52.0 49.8 - 61.9 52.0 -9.8 84.2 95.7
AR S=EaAEFAY MTSE wot A, Shxs YA R, 2010
e FARFINY AR FEE VRAAZ O 7R AR S 9l
o ARAoFE AHHEME 20119 7|FO 2 w&He oF 2% 8HY JFoE
Elytth 183 BUPMA = o 12 619 AR YElgY. AT SUHES A
HEH &SR oF 74%, FI7A= ¢F 10.8% AEE AR Ao 2 Yyttt
| Table 4 | Market of Domestics Freight Forwarder
(er2l : of 2l)
o 4
oE 20064 20074 20084 20094 20104 2011d | 28T
SItg(%)
of Z o 20,101 22,174 23,382 25,383 27,159 28,788 7.4
2Lt 9,556 11,869 13,221 13,949 15,088 15,993 10.8
nk=3 17,938 21,420 21,948 21,551 21,205 20,768 3.0
ox % 1,291 1,325 1,353 1,336 1,309 1,282 -0.1
Az S=EIHEFFHALEES WEXZR, 2012



T FAEFFAAA Y SFFolE AHEd, 20109 7|Fo= oF 3,245
Mol FAZE TEH ATk 2 = 19961 36109 vlwalE o 8.7d) JhEF
71 Aoz yehdn. ol 1996d Al RmFAde] s53d Hatrk 1996

d SAAANA ATAE 55 UF A7 S5Re wet A5 ZAF
Aoz BUAY FARFIHY S2HA7 S wep FAZFFAYC
QAAG7L FEe 1, QA 2 FH AAo] BASAY. B YEHOR ZAE
B SEHo AW, 52U 3w APL A @ 59 A5
HNeaA avlAsel Hart FEee FAolth olE wAE] s FAle
ERAA YL A2 6. Date] FESFHA o8] 3do] ARG W
o A st EE AdEa o

| Table 5| Current Status and Increase Rate of Domestics Freight Forwarder
Registration Enterprise by Year

Al o SEHA 5 (7H) 5 S5HA F O0) 4 ofe| 5718 (%)
19974 375 736 103.88
19984 171 907 23.23
19994 297 1,204 32.75
20004 277 1,481 23.01
20014 209 1,690 14.11
20024 219 1,909 12.96
20034 173 2,082 9.06
20044 127 2,209 6.10
20054 45 2,254 2.04
20064 98 2,352 4.35
20074 284 2,636 12.07
20084 106 2,742 4.02
20094 226 2,968 8.24
20104 277 3,245 9.33

AZ : ARAMBREE WEARZ, 2012

Jel3 FAERFAY AL 298] Al BT Aol A

A 52 stAl Hol Aok 20129 449 Vel R Hxm FA=FTFAAAY
TF e AHEd, Aeo] 24202 HA ] 69.1%E AASkL A I o
o2 Fibo] 43871(12.5%), Q13 o] 24370(6.9%), 771X H ] 23671(6.7%)= 1}
Bttt Ae, A, A7), Fate] mAERFAY SEPATIE AAY 95.2%
FEd o2 e AS & F Atk



| Table 6 | Freight Forwarder Current Status of Registration and Department by
Domestics Administrative District

EERSE A 5= (OH) HIE (%) HHEFAE SHEEA
MEEEA| 2,420 69.1 Al =&}
SAREAA| 438 12.5 ns2gn
2 A| 31 0.9 mE=s =l
QI A 243 6.9 slif 2Fsta X 24 3}
S ZAA| 6 0.2 ImE=psEnl
CH 2 A 8 0.2 2E&F Azt
SAHEAA| 20 0.6 mE=gsEnl
o= 236 6.7 il =gy
ez 3 0.1 CEETuED
SHET 8 0.2 ns=&F1
ST 10 0.3 il g=g s
Helgx 1 0.0 SMNEEF3}
Hetgde 19 0.5 TEunsnt
Hatee 39 1.1 shotE &3t
MR 13 0.4 RIS by (=}
HFEE 8 0.2 nss3a
A 3,503 100.0
A= 0 ZF ARE UWEXZ (20129 49 42 71F)

SHE, FAERFTAAY S5LAY AEFEE A HEE, 2008d 7|EoE2 ‘3
o~109 HlY REsa Q= JA7} 1,9017069.40%) AR 7 weron,
“39] o]k’ 7} 6877H(25.08%), ‘1091~509] W HE’ o] 9974(3.61%), ‘502 o
A o] 5270(1.90%)2] o @ uehth md 20109 FAEFFAY S2=UA
o ABFRE 200897 =9e) MBS AT 39~109 mTH o] 2,4577)
(T5.729%)2 <F 6.32% Z7}at91, ‘39 o3 = 617702 2008 R Th oF 6.07%
ZAE e A=

L
T

£l

20083 9] A JAFrE kel Fok Aot ue ol = A4 2AME AT

AmE AT ABGE L0UD Folst A7) wEol,



| Table 7 | Current Status of Freight Forwarder Capital

= 321 o5t 324~10 ojgt 1024~5021 ojgt 50 of&t A

Ay 2~ (7
20084 2AH = (OH) 687 1,901 99 52 2,739
HIE (%) 25.08 69.40 3.61 1.90 100.00

HH| 2~ (7
200044 244 4 (H) 617 2,457 119 52 3,245
HIS (%) 19.01 75.72 3.67 1.60 100.00

Kl‘E - E"j?%x'”%‘lgrgil LH—?—X"E, 2012
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4y -0 2008\ 23,3839 oAl 2009 25,3849 ¥o= 2,001
o o STl T. FhHIE2 20,4049 oA 22,0219 do= 16179 ¥ F

| Table 8 | Current Status of Freight Forwarder Sales, Business Sales, Number of

Employee
T & BARE (H) HEH (o ) HAHIE (o #)
20084 21,948 23,383 20,404
20094 21,551 25,384 22,021

A2 0 EAE, 7S A ZH (http://kosis.kr), 2009

A F=, R GAAE B FAY sl A
A= 4, deeR® UMENZ 75 A, ARE A=F 759 34, 5%
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Al FAEFFAY A 49T

B e QA AF8 FTARRFAYY @Y L BAY 5 wyo
FZ 7 AFYAEC] AAFL Y& FTATFFHUA 2L o
sto] FzAl 9 2 FbE MaENg W

A
Ahe] Adealad ddd APAdTE Ao g3 2o

|

-+ Collison (1984)2 359 mAl=FTAAY AHad thsiA 57FA9 &

ARl gole e E E4S FIsAT v AR /\l7hﬂr A, 7,

2kt 1%% 2o A5 o &5 Y 2AE /‘Jﬂ*éﬂr 2 d5s0l

Stock and Lambert (1987)+
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2o Aol i JASe] FAEFFALAE ol &8t Arta A3t

ok E3 u|=e %9 7]de o
Az} oF 0% ool AASol FALFFALA ofaN YTE FADY
%“3}95113}. =3 AlFaA Nl M FEddTel el dF T2 A

Coyle et al.(1988)9] ATolM= =FAAE A9st= o] g
SAZE, AHA, o84, 484, AHolY S 2L ajls AHst AdEas)
o qg AFE FHsA

Murphy et al. (1997)2 &FAS AHsts AA AN DA st= BH Aol&
Bovlas Fal destdnh A ojdAFAME AFHA Fdd AdHEa
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| Fig. 3| Selection Factors Comparison of Freight
Forwarder in Korea and China



4 FABRFAY Adacle] thalA BAsII FA AFAA TAE
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| Table 9| Selection Factors of Freight Forwarder

T= HFel T= M F el
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T FABFIAY HPacle] hF YFEHS s TGS tgow
HEzAE ST HREAE A4S B P A9 Ade B2 24
ERFUYAES o §3HE HFUAET U AYSUL. AEEA FIZHe
20139 49%H 59717 oF ¥ 3 APsAch Ten MERAL PPoEE
el AFAHS 93 oF 2005 1P oMU L WES T3 ABHAOZ W)

shith o] 7hedl o 151%(755%) Zhel H4HYL, BALE ST A

=]
T, HF B4 1455(70.5%)2] AEo] EAd ALEE AT
or
)=

FFAA dEzdFozE= 7E 7A 2 AuAxzGo] 19.3%E A
AR SR, FE57EFAF AZGel 18.6%, 7IEREsAH] Aol
9% 59 o2 YeWth §R87IY 45dF] AAMT W& o x9}

| Table 11 | Current Status of Response Company in Korea (Type of Business)

HE 72 e (H) | BlE (%)
28 =%, 9U+E 8 5.5
12248 = 20 13.8
FEIIBHE M= 27 18.6
AAEE, dRe, 94, s@
o saze Az ' 97
oz, L &sI|7| A AA 5 3.4
Iy M= 9 6.2
J1Et ZIA & EHIM = 28 19.3
ASAH ERdy 9 6.2
J|Ele s R HMEY 23 15.9
JEH E H =g 2 1.4

_Q_ Sl = % = 2~=0 & B L =

a9 §F FFEAY Fo FEY AY dFeEE FFoRAL Ao
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8.3%7 o2 2AR YA tiEEel FF oprel @ Byobrel A3} m
S gAYe & 4 ATk AAT e ool we) At

| Table 12 | Current Status of Response Company in Korea (Region)
Ao TE B (Oh) HIE (%) 8% oimeFbAY, S xYss
2S£ ofAlof X 115 45 xo s 18 Ll
& ofAlot x| 102 36.8 | T2
20| x| 9 3.2 | | war xii, a7
=ol X1 13 4.7 | | =0 x9 22
2 ofAlot XA 12 4.3
8 Xd 5 1.8
ot=z|7t XA 5 1.8
2L x| 16 5.8

ol &

gogE AR $9A S40 U WEosH $A AR $YA Aol

sl A AHEE, ALdo] 40.7%2 7 =& HlFo 2 YEyt sz 3

o] 26.2%, tIe7}t 193% Fol #o Urhgth ol FABFFHAA e
stefati B glo] TAZRFULASY AT BUHo] £ A YFE
998 & 4 9ok

T
24}

a9 SgAe AYoEe

= vehga, 610 vw
PN ECIEEE L

3d~6d mTE o] 29.7%=E VI =
> o] 25.5%,
o) ARYEE geo wol 2

HEo

o=

o
T

2=
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‘3 mR’ o] 23.4% S
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| Table 13 | Characteristic of Respondent in Korea

s B At gl = (7)) | H] 8 (%)

N 59 40.7

N o 2 28 19.3
" of & 38 26.2
O[A} o[ & 20 13.8

g A 145 100.0

3 ojat 34 23.4

3H~64 o|g 43 29.7

f 6LA~10 ojat 37 25.5
= 106 oAb 31 21.4
& A 145 100.0
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| Table 14 | Result of Factor Analysis about Freight Forwarder Selection Factors in Korea

T RAMRY
NEESHS 34 el 22l 2 22l 3 el 4 el 5
9 724 .802
6 .674 .790
8 .624 .745
11 .632 .745
7 .546 .696
10 .576 .636
S 737 .838
3 .732 .780
1 .690 775
2 .654 741
4 .657 .675
26 .793 .833
24 .800 72
23 .608 .697
27 .807 .637
22 .642 .549
18 762 .860
17 .663 792
1 .625 712
16 .623 .700
13 .844 .891
12 728 .709
15 671 .697
117 zt(eigenvalue) 8.662 2.352 1.933 1.677 1.187
HYEM 17.053 15.730 12.770 12.508 10.681
THEN 17.053 32.784 45.554 58.062 68.743
KMO : 0.842, bartlett : 2,132.556 AbF= : 253, p-value : 0.000
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| Table 15| Result of Reliability Analysis about Freight Forwarder Selection Factors in Korea
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| Table 16 | Result of Correlation Analysis (Korea : Factor 1)
NESZHS 9 6 8 11 7 10
9 Pearson AHEHA = 1
6 Pearson AHEHA = 5B3*x 1
8 Pearson AHEHA = .B608** 450% % 1
11 | Pearson AFZHAHZE 655%* 659 420%%
7 Pearson AHEHA| 565%* 555% 420%% 490 * 1
10 | Pearson AFRHHZ= 582 % 515%* 705%* 405+ * 468+ 1
F 1 xxz 0.01 F=Z0M FoSict
o2 89l 20 g AIAA A dides oo x9F 2o rhvbA
2 AAAF e 25 04 o)A 2 YEytth
| Table 17 | Result of Correlation Analysis (Korea : Factor 2)
HEEHEHE 5 3 1 2 4
5 Pearson AHobA = 1
3 Pearson AHobA = 597 %% i
1 Pearson AtztH| 4= B44%* .637 1
2 Pearson AtztH| = 535%%* 594 .603 1
4 Pearson ArztH| = 545 % .553 547 .580 1
T 1 xxz 0.01 =M welThe}.
Sog 99l 3o TE ABPA BM A= geo wep 2ok vhEsA
2 ABAF e 2% 04 o]Ao g ettt
| Table 18 | Result of Correlation Analysis (Korea : Factor 3)
HNESEHS 26 24 23 27 22
26 Pearson AMEHA = 1
24 Pearson AtztA J709%* 1
23 Pearson AtztA 509%* .588 1
27 Pearson Az %= 661%% 765 446 1
22 Pearson Az %= 580%* 587 434 651 1
F 1 xxz 0.01 F=F0|lM Felstct
S0z 892l 49 Ui FLAA Y AFde e E:F 2o uixivbA|
2 AAAF e 25 04 oldo = eyttt



: Factor 4)

| Table 19 | Result of Correlation Analysis (Korea
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| Table 20 | Result of Correlation Analysis (Korea
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| Table 21 | Selection Factors of Freight Forwarder in Korea
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Ao A gl gFPA| e ME JAE Lo}
Zyzyol FEWHSF S Uis MY BEHS 5
=4 A3 gFEe 2134 A4(Cronbach
o

J
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Alpha) gteol 0.7 o] Fo= YehRtal, of MHtF oz Aol v & 5

| Table 22 | Reliability Analysis of Dependent Variables in Korea

AH]A A-”':'él-EH-I; gol'gol )—%X-"E._l ?Ddﬂo_ sStE2 A
SEHe HBasHs Cronbach Alpha Cronbach Alpha o= T
1 811
ez 2 805
. e . 3 .785 .833 5
(business satisfaction)
4 .788
5 .807
- 1 .642
ol == A =
1A s 2 796 819 3
(business loyalty)
3 .805
1 707
7|24 o} 2 749
(business performance) 3 .786 192 4
4 716
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Mez| ¥ 2N E )
b, Jbeh, AlYH =Y 3 1.9
=X, LRHE 6 3.8
HZ Z0|, ZOIMZE, 2, 7|2
H= Zol FoldE, elff, 7l 5 9
oA SH S
FAA, el M7 MHE, st&t
23, at5tH & 6 3.8
oAz g =3, 9UE 16 10.2 .
DE2XME, EC2EME 4 2.5
11X FEH = 1 0.6
HMARE, 27", g4, 38 ¢
E AR B = 61 38.9
7|2 M= 2 1.3
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dobalo} A efo] 13.0%,

A0l 185 B9 oz Urkth 2 Ade] QA 5% B ek
b oolft FRAG FALFEAY A Fw FE7] s 1, 204
FU £5 ANE A7 Bk o] wEe B MRz AgolN H3YA
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FA7t ST gt BF AGe T AR $GE F 37 o5 v

| Table 24 | Current Status of Response Company in China (Region)

xlof 7& ME () [ HI8 (%)
2= ofAlo} x| 33 14.3
St ofAlot x| o 30 13.0
So| x|of 10 1R
ol x| 0 0.0
Z% ofAlot x| 11 &
FE XY 18 7.8
otZa|z} x| 5 =
ENEE 123 53.5

AR Sux EXogE Aol 446%E 7FE & H|EFS AP, o
217} 25.5%, o] 24.8% 5o £o= JEwrh 1 "3
d~61d mEE o] 20.3%=E 7HE =A UEyt = A9 SEA SA4E AR
W&o oo Eoh 2

| Table 25| Characteristic of Respondent in China

s B & gl = (74) H| & (%)

Al € 70 44.6 i
X, th 2] 40 25.5
= o = 39 24.8
B O| A} O] AF 8 5.1
B 157 100.0
34 ojgt 35 22.3
Ny 3d~611 ojgt 46 29.3
< 6d~104 oot 31 19.7
- TERES 45 28.7
sk A 157 100.0
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| Table 26 | Result of Factor Analysis about Freight Forwarder Selection Factors in China
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| Table 27 | Result of Reliahility Analysis about Freight Forwarder Selection Factors in China
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| Table 28 | Result of Correlation Analysis (China : Factor 1)

MES=HS 27 17 24 26 16 25 23
27 Pearson &2t 1
17 Pearson ah2tH %= .459 1
24 Pearson at2tH %= .458 544 1
26 Pearson 2HotH| 4= .480 .398 476 1
16 Pearson aH2tHA 4= 476 .654 .528 431 1
25 Pearson AHotH| = 528 465 .610 .632 .520 1
23 Pearson &HotH| = 452 AT74 .619 424 517 416 1

% avE 0.01 TZOIM FolBrct

SO0 29 20 UF VWA B Aze 0ol Es} 2 vhaA
2 APAG Ge BE 04 o4O YEwt
| Table 29 | Result of Correlation Analysis (China : Factor 2)
MESZHS 1 3 5 2 4
1 Pearson AHEHA = 1
3 Pearson AbztA= .653 1
5 Pearson AbztA= 632 .590 1
2 Pearson AtztA= .660 715 610 1
4 Pearson AbztA= 574 605 .604 518 1
F xxz= 0.01 == 7e|TiCt.
o2 8%l 3o i FIAA A Zdais theo x9F 2o rRbA
2 ABASF T BF 04 ooz e
| Table 30 | Result of Correlation Analysis (China : Factor 3)
MES2HE 8 9 6 10 7
8 Pearson AbztAH4= 1
9 Pearson AhztA|$= 615 1
6 Pearson AtztH| == 524 430 1
10 Pearson AtztA== 610 557 462 1
7 Pearson AH&HA = .508 646 542 410 1

F 1 eE 0.01 FEOIA Felarch,



. Factor 4)

| Table 31| Result of Correlation Analysis (China
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| Table 32| Selection Factors of Freight Forwarder in China

xfel NESEHS IEE AR
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| Table 33 | Reliability Analysis of Dependent Variables in China
(Business-Satisfaction)

PPN HEa2ws 250l 4HE 22 Cronbach Alpha a2 4
ST=T TeTE Cronbach Alpha P s T
1 .820
e 2 .818
) ! . 3 .862 .858 5
(business—satisfaction)
4 .808
5 .833

SHAE EAAAE AHEH, VUSR] A AEAE &4 Ay AR

3= AstA 4184 A<(Cronbach Alpha) #kel 0.8622 AAA HE= AR

F= 3¢ ALY F, AAY BAL 04 $AEAT oA S A 08 o]
de) ghol &R A Tl wo} A
| Table 34 | Reliability Analysis of Dependent Variables in China
(Business-Satisfaction : Delete Factor 3)
Y =, 320 AHE A% -
ZAH{Z HSt=2Hq St2 A
Z Lt MEstEH S Cronbach Alpha Cronbach Alpha o= T
1 829
J|dat=EE 2 824
(business satisfaction) 4 816 862 4
5 827

| Table 35| Reliability Analysis of Dependent Variables in Korea

= — sh=0| AHE AR =
EPNPN M E SR B = StE A
Zd-tf 4 | F&5HS Cronbach Alpha Cronbach Alpha st =
1 754
oA = -
i s 2 746 .805 3
(business loyalty)
3 .694
1 .868
AP Sinis 2 .825
(business performance) 3 811 872 4
4 .841
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| Table 36 | Comparison of Selection Factors about Freight Forwarder (Cost Factor)
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| Table 37 | Comparison of Selection Factors about Freight Forwarder
(Service Factor)

ME ol Xb e= MEUH dogt 8l
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| Table 38 | Comparison of Selection Factors about Freight Forwarder
(Business-competence Factor)

MEigeol &t B NEHE g Hlw
12 | gAlel A g eIX| =7} =t 5.79

B | e e | 13| A= H%7Iol N5E B2t st e sick 571 | >
= competence) 15 ;ﬁ’j:; ii— Qlz=ap(Mer, R, TH|, AIM F)E 599 599
11 2.51-2 M| AT} JF=5iC). 5.71 5.71
= Qol 3 12 | gAlel A g eIX| =7} =t 5.74 =80

=1 (1z : business | 13 | A= M=7|of AlEsEt %ﬁ %—-.FEE Stct. 5.87 ’
competence) 14 | edle 2RaelAAES gt 554 | 554
19 | 3l 259 Hel(aasE, Zg3E §)7t Hot 5.71 5.71
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| Table 39 | Comparison of Selection Factors about Freight Forwarder
(Transport Factor)

MEf ol A2l s HE LS EERL
16 | sl=2 2329 &2 T =70 X Etsict. 5.54 5 56
ol 4 17 | 3t 2249 oXMo| =ct 5.57 :
(2% : transport) 18 | &8 252 FEJ} otHHolct. 5.64 5.64
19 | sl2 289 Hel(xHst=E, Zgst=E §)7F "t 5.54 5.54
16 | =2l2 52| &4 TatA|Zio| M atsict. 5.87 584
20l 4 17 | a2 2389 oM Mo| =Cf. 5.82 :
= | (22 9 ymoyzy | 23 | d9 TEUS Be BWRE JHX|D UCt 5.71 5.71
g  transport & 24 | Zlelo| ciekst 25U ot MAHE JHX|T QUct 5.73 5.73
employee 25 | & 2lo| Jolx [LHuAI}t Ecf 5.68 5.68
competence) 26 | melo| MAstn mA st 579 5.79
27 | Aol =Fe| 7o ofst o|sf =7}t =t 5.74 5.74
589
58
5F
56
ZE29 b1 -
54
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53 ==
Bis EEARZFEE W17 24 OFY
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| Table 40 |

Comparison of Selection Factors about Freight Forwarder

(Employee-competence)

REEXIEE] 3= T EEETn
22 stxol H st thxs2o| =cCf. 5.68 5.68
. el 5 23 | ool mEHS B2 WRE JIX|Z Uch 5.72
5 WeEe 24 | Helo| clebst swelAlel BAE JIXR Uck | 5.8 6 e
competence) 26 2l elo| MAlstT HAstot 5.72 ’
27 | mgol 3329 270 tfEt olah =7t =Cf. 577
16 | 3t2 259 S T=tA|Zlo| Haksict 5.87 5.87
oo 17 | 3t2 259 otxAo| =cf. 5.82 5.82
o
(s w ooz |23 | 19l mEUst me meE s Aot 5.71
= T—S = TEao
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| Table 41 | Total Factor Analysis of Freight Forwarder

T2 2 IX T 2
MEE=HS 384 292l 1 el 2 22 3 29l 4 29l 5
6 .631 .755
8 .663 749
9 .664 712
7 .592 701
10 .578 .643
11 591 572
1 124 .799
5 .692 .793
3 122 .756
2 714 737
4 .669 .702
27 .699 .760
26 .640 721
24 713 .716
25 .656 616
23 519 .562
14 .689 .784
12 .695 .650
13 .598 .610
15 .590 .546
18 .655 .761
17 .708 757
16 .659 .663
19 .658 .646
eigenvalue 9.767 1.861 1.637 1.323 1.131
Ao A 15.655 14.970 13.704 10.678 10.491
FHEN 15.655 30.625 44.329 55.007 65.497
KMO : 0.907, bartlett : 4074.883 XFRE : 276, p—value : 0.000
F YR ER Z s FE5| 2ol BEAlSI S
@ NFY B
oA B2} FEACY TABFFNY MUK B REAE AT
A, Ao AT A5} 07 ojgold HmHoR HNHET} L A
= BT A4 FASRFAGA dgadde o A4 24 27 we



| Table 42 | Result of Total Reliability Analysis of Freight Forwarder

el e %‘Cgroorjbj;ﬁ'f'lpf; Cronbach Alpha = 4
6 .846
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11 .851
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9l 2 3 .854 .884 5
2 .856
4 .868
27 .825
26 .826
ol 3 24 .801 .857 5
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23 .851
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oo 12 734
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| Table 43 | Result of Correlation Analysis (Total :

Factor 1)

MEasHS 6 8 9 7 10 11
6 Pearson AHzhA %= 1
8 Pearson AHZhAH %= 489+ 1
9 Pearson AHzhAH %= 489 B10%x 1
7 Pearson AHZhA %= 547 %% 469+ .603%* 1
10 Pearson AHobA == . 488* .652* 561 x* A37x 1
11 Pearson AHobA == 486 * A459% % 520 B11xx A25%x 1
Z= o+ 0.01 £=ZF0|AM o st
Oso 2 89l 20 it AdaA 24 Aades o5y 5o Ao AdAs
#He BT 04 o) FoE YET
| Table 44 | Result of Correlation Analysis (Total : Factor 2)
MEssHS 1 5 3 2 4
1 Pearson AHzhA = 1
5 Pearson AHztA = 604%x 1
3 Pearson AbtA = .B648** 598 1
2 Pearson AbtA = B4T** 587 x* B658** 1
4 Pearson AbtA = B579%* 589 584 * 560* * 1
F 1 xxz 0.01 F=Z0M FoSict

| Table 45| Result of Correlation Analysis (Total : Factor 3)
MEssHS 27 26 24 25 23

27 Pearson AbtA = 1

26 Pearson AbtA = 5745 1

24 Pearson AbtA = 621 %% 597 x* 1

25 Pearson AbtA = 563** 557 x* 634 * 1

23 Pearson AtztAH| 4= AAT x % 465* * 602 07 x % 1
F L xxE 0.01 F=FOIAM FolBtCt
oo = 82l 49 tig AadA B4 AAdes o9 x9F 2o AdAT

e BF 04 ol 3oz Uyt



| Table 46 | Result of Correlation Analysis (Total : Factor 4)

MEsgsHs 14 12 13 15
14 Pearson AHzhA 4= 1
12 Pearson AHzhA 4= B513%% 1
13 Pearson AHzhA 4= 403% % .598x* 1
15 Pearson AZhA %= 532%x .536%x 498% % 1
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| Table 47 | Result of Correlation Analysis (Total : Factor 5)

MESEHS 18 17 16 19
18 Pearson AHZhA 4= 1
17 Pearson AHzhA 4= AT78%% 1
16 Pearson AZtAH %= .395% % 638%* 1
19 Pearson AHzhA| = B44 %% AT2xx 510+ 1

F 1 & 0.01 FEOIM melerck,

2 AvuY, $4 89l 18 Auxs BdwE a9ow Yehgth 5 58 o
§ FAMN2 = 24 9 BB 5o PN AAFREA Mg Sol
Aulzol AP elow BAT Teow adl 2t Hed BUR ARGE
ot 7 WgH BUH FFo] FE oYL AU wE D wE T
o, MG AR §5H Sol ARFROD Fuch A WA 89 32 U3
#HE FE WGP 200 Uehgrh i WAE 89 4= /Y€ 8
doz vyt vAzez oAl WA 29 55 253 Bdd adew u
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| Table 48 | Total Selection Factors of Freight Forwarder
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| Table 49 | Reliability Analysis of Dependent Variables (Total)
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| Table 50 | Multiple Regression Analysis of Selection Factors (Korea)
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| Fig. 4 | Result for Multiple Regression
Analysis of Selection Factors (Korea)
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| Table 51 | Multiple Regression Analysis of Selection Factors (China)
RS EEQA EE8l AT T EOER
25 3 HEAY .062 131 1.665 .098
H[ & .062 .184 2.342 .020
NEIES .062 —.048 -.613 541
Ui .062 .083 1.055 .293
F :2.437, §2l&E : 0.050, R2 : 0.060
EEEE EEQA w5 A+ t ERER
25 ¥ R .059 .193 2.583 011
H[& .059 .292 3.900 .000
MH| A .059 -.016 -.214 .831
719 .059 .155 2.070 .040
F : 6.553, ®2/&E& : 0.000, R2 : 0.147
EEE: EEQA B8 A+ t RolEHE
25 ¥ WY .075 110 1.414 .15
H8 .075 .164 2.115 .036
MH| A .075 .066 .844 .400
db-kEd .075 .203 2.618 .010

F :3.510, #2|&& @ 0.009, R2 : 0.085
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| Table 52 | Multiple Regression Analysis of Selection Factors (Total)

J|HeEE EZE2Rt EFs A t FoletE
BEIES 0.080 0.076 0.960 0.338
| g 0.065 0.047 0.646 0.519

Lol g 0.079 0.087 1.042 0.298

7| 0.080 0.023 0.292 0.771
25 0.075 0.009 0.124 0.901

F : 0.805, S2l&& : 0.547, R2 : 0.013

JHEEE EZRt EEs A= t Fo|etE
LLIES 0.094 0.138 1.804 0.072
H| & 0.076 0.056 0.794 0.428

ki 0.093 0.161 1.983 0.048

7| 0.094 0.084 1.082 0.280
25 0.088 0.178 2.514 0.012

F:6.521, 228 : 0.000, R2 : 0.099

7|t EEZQR} =35 Al t SolatE
NEES 0.082 0.017 0.239 0.811
HE 0.067 0.278 4.109 0.000

Lol g 0.081 0.002 .0.030 0.976

YA HE 0.082 0.130 1.752 0.081
25 0.077 0.093 1.375 0.170

UA BEHE AT} FF) TATRFAY AP WEA AR F
Fo| FABFFAYA Huscle] ALY AAE B Yt e
Yo ehy Rsith

| Fig. 6 | Result for Multiple Regression
Analysis of Selection Factors (Total)
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3. AH2FFd WHED

dutr o7 Mu|AEAE ZAH3 =
2Fo)l2 =A3= SERVQUAL =33} 7]
SERVPERF =383} EP Model So] Qt}y. zhzte] =% w20 T3]
A AwRd oS3 2o

(1) SERVQUAL

A GubA o2 SERVQUAL =& & AL&3t= Ao A+ Parasuraman et al.
(1988)c] AlAlgt 3 A (tangibles), 4l A (reliability), ®¥H&-“d(responsiveness), &
A A(assurance), &7HA(empathy) 59 5714 &S vigtow =AH3ta o)
Parasuraman et al. (1988)¢] A|AIgt Av|2=FE Aol digh AFUES 4y
B o5 2o

A Parasuraman et al. (1988)c] A|AJgE &L 227) Z+ E&o] oisk 74
1

o

HAe® 7| AMHl 29} A Z; A 2ol tisjA] 77 At 1 xo]2 AH| X~
F4& =439t =3 SERVQUAL EFoAE= P-Eo MEFxr AEZ QA
ZH Ak gk v BETE mEox ARRH 29X JHdd dEdE AS
ZFZ3k( ey, 18]al Parasuraman et al. (199D A+ 570 Aul2~ #AH JAE
Aoz Agst AZATE 7|Hko g 7]&9] SERVQUAL 9F+E $£A3 4

SERVQUALS A A3ttt

A Parasuraman et al. (1985)¢] 3t AFE2&= AU AFAY LS 4
=] A (reliability), ®F-8-“d(responsiveness), ‘& (competence), A </d(access), %14
A(courtesy), 2] AtAS(communication), A& %(credibility), <F#Ad(security), L
7} o]l (understanding the customer), 3 A(tangibles) 52 107}1AX 2 &3}
ATt 107FA1 9 Ar2=Fd kel g dFEAS 8 7Ioie Anlx
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| Table 53 | Service Quality

Measure of TPL
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| Table 54 | Service Quality Measure of Freight Forwarder
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| Table 56 | Result of Factor Analysis for Freight Forwarder Service Quality

T MY

i =4 2l 1 el 2 22l 3 22l 4 22l 5 22l 6

18 0.746 .852

20 0.687 .826

19 0.693 .815

17 0.617 772

21 0.607 .754

g 0.764 .859

12 0.734 .841

10 0.658 .790

11 0.618 .785

7 0.714 .833

6 0.658 .807

5 0.682 794

8 0.602 741

15 0.696 .810

13 0.653 .796

14 0.669 .786

16 0.643 .765

2 0.754 .845

1 0.679 .784

3 0.638 .768

4 0.610 .761

25 0.663 .805

28 0.649 752

24 0.544 727

22 0.544 .720
eigenvalue 4.013 3.426 2.854 2.205 2.067 1.957
HYEEM 13.339 11.323 10.941 10.878 10.336 9.273
THE 13.339 24.662 35.602 46.480 56.816 66.090

KMO : 0.732, bartlett : 1495.38, X< : 300, p-value : 0.000
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| Table 57 | Result of Reliability Analysis for Freight Forwarder Service Quality
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| Table 58 | Result of Correlation Analysis (Service Quality : Factor 1)

M Ra= 18 20 19 17 21
18 Pearson AHEtAI 4 1
20 Pearson AEHA 5 687 ** 1
19 Pearson AHEHA| 4 B22%x 565 1
17 Pearson AHEtA| 4= 594 510%* 584 xx 1
21 Pearson &HztA = .533** 567 ** 5745 490+ * 1
F 1 xxz 0.01 F=FOAM FolEict

| Table 59 | Result of Correlation Analysis (Service Quality : Factor 2)

ME = 9 12 10 11
9 Pearson AhztA = 1
12 Pearson AHzhA %= B57 %% 1
10 Pearson AHghA = B17 %% .609* * 1
11 Pearson AHhA = B605** 562%x 448%x 1
F xxz= 0.01 == 7e|TiCt.
Ogso = 82l 39 tis A B4 AAdE o9 9 2o ARAT
#He BT 04 o] o ®E Ueyh

| Table 60 | Result of Correlation Analysis (Service Quality : Factor 3)

Mg sts 7 6 5 8
7 Pearson & 2HH 5= 1
6 Pearson &HztA| = 554 %% 1
5 Pearson ab2tAH %= BT72%x AT0%* 1
8 Pearson &HztH 4= A450%* .566%* 465 * 1
F 1 xx2 0.01 FFEOAM R FHCL

oz 29l 49 o FudA 2A A
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| Table 61 | Result of Correlation Analysis (Service Quality : Factor 4)

MEg= 15 13 14 16
15 Pearson AEHA 5= 1
13 Pearson AbEHA 5= .562%* 1
14 Pearson &HEHA 4= 553 ** 516%* 1
16 Pearson AHEtA| 4= 499 % .509** .550% % 1
F 1 xxz 0.01 £=F0|M Felsich
S0 = a9l 59 ik A4aHdA 4 Ade oo 9 2o AoAs

®e 25 04 o] %o ® YET

| Table 62 | Result of Correlation Analysis (Service Quality : Factor 5)

MEg= 2 1 3 4
2 Pearson &A= 1
1 Pearson AhztA = 684xx 1
3 Pearson AHEHA 4= 518%* VAR 1
4 Pearson &ztHA = 492 % * A26% * 519%* 1
F o xxxz 0.01 F=ZOIAM FolSHCt

mpAlgt o = Q]l 6ol thek AdAA 4

T A BT 04 o] F o2 YERTH

| Table 63 | Result of Correlation Analysis (Service Quality : Factor 6)

MEe= 25 23 24 22
25 Pearson AHztH £ 1
23 Pearson AHztAH %= 465% 1
24 Pearson AztH %= 495% % A24% % 1
22 Pearson AztH %= AB2% % 483 * 284 1
F 1 xxz 0.01 F=F0|lM Felshct
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| Table 64 | Service Quality Factors of Freight Forwarder

A MEsEHS =Y MEUE

18 sh=ofl tish s R H|A HZ

Q0| 1 20 sh=of cfst 2SI Mu| A HEZ

(27714 : logistics 19 sh=of cist sfMAMH|A HZ

function) 17 sl2o| st 2EME|A HZ=
21 st=ol st IEEME MUA HB
9 StEe B2 dF A

29l 2 12 stot S o2

2 2 ot
(.=3H% : know—how) 10 == A8XNE 5

&) sif 25t x| 4]
7 Cheol EFHE 7|d1 Aok
'3 6 sl 28| MZH 3
(8184 : cooperativity) 5 3 3 2EAj9/0 dEdECE0] 2o
8 SHRlmEL 24 &
15 H| 2 MREZ S Xtz
20l 4 13 dFuE == AMEA
(A2 : reliability) 14 = olo] AAT
16 QTALERS| HIY
2 Hekol| e AMakst M| A 0|8l
29l 5 1 AR A%
(&1%4 : speed) 3 YHYR oF Ao w2 oS
4 Zallal Mzl AE
25 MEMA olzZaf sty
016 23 52 i MEMHA M=
(H5AM : information) 24 NE2 AE7|= A oo
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| Table 65| Case Study of QFD (Quality Function Deployment)

=0} 719y QFD XM -ZAte|
A toyota Atsxt 2 AA
= Ravch &7 52 st AsAte| JV|AH 2F(ER /Y §)2 FH
avenem CIE HIX7|N AlABIS B55p| I8t HME He
RITZ-CARLTON DHES HA oo St RTFAIEE Hef
Meadville Medical Center 2 MR A|AE Jf gt
A Black Sheep Engineering
) HASZAHFEAM L J|s 3ths
Hl Services OI:IE_I_-I | | H =}
= [ ATaT T QIMEIE T2 M

McDonnell Douglas
Technologies

Z?; Raychem XM™D =4 Sof thsl _T'I:IJ_'.I 9| ORD—T’L% Zi‘gl’ uket -
ot Boston Division of AYAL SEHoZ HojRl tfES oA BOESE £ U= Sales
A Puritan—Bennett pointE 7| 2|af
g Digital Equipment Marketing | OFHIE ARG A& =hA
NASA AMMOSEZtE A|AED Lol ZZ 3ol CHsh L FAA
T Rosemount Aerospace Hardware2} SoftwareS WH|SI7| ¢/st X224

AI& : Transactions from ‘The Symposium On Quality Function Deployment’ (1992~1995)
UNIBOSS, ‘QFD (Quality Function Deployment)’, 2004

E3, Akao (1990 mAe] 878 A7ste] AF AT D 7L G F
& #2e dgsta, uAe a7E FAv Bdd Eqdow wWdksls spia
HE ste AEC Fo AA SHL AAT F o8 HEo| TR o277}
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| Fig. 9| Concept and Purpose of QFD(Quality Function
Deployment)
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| Fig. 10 | House Of Quality(HOQ)
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| Table 66 | Work Process of Freight Forwarder (Focus on Freight Forwarder)

72 [ o zaA F2u8
1 EENEF] siERRE 22 2/ 2r2 (invoice, packing list 52| X&)
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6 Master B/L Y= MAL ZEo 25 E| OjAE BLS wZghk=c}
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| Table 68 | Work Process of Freight Forwarder
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| Table 69 | Importance of Service Quality for Freight Forwarder

Mo ~=2 No~ZHo] 295
No~2d 7a | &= K S59 zoc | AaE 295
1 AZX 2| Al 5.910
=2 X5I5F MH|A OaH
N 7 | Aokl w2 HERF AE[X ofH 5 834 ‘o
3 HHAE F X|odof| i =H| CHS 5.821
4 | =Zay A7 A2 5.828
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=N 6 sk 24| A2 5.366 5 44
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14 2|elo| M 5.317
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| Table 70 | Relation of Freight Forwarder Service Quality and Work Process
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| Table 71| Relation of Freight Forwarder Service Quality and Work Process

(Normalization)
RS NP
) A ok bl %} wa | MO S g B/L =
MRS eg | oes | ozm | P2 G | wE | omw | 5T
o
1 0.13 0.15 0.11 0.11 0.13 0.12 0.13 0.13
o 2 0.15 0.13 0.12 0.13 0.13 0.11 0.12 0.12
=e 3 0.11 0.15 0.15 0.12 0.11 0.11 0.12 0.13
4 0.15 0.12 0.13 0.12 0.12 0.12 0.11 0.14
5 0.15 0.12 0.11 0.15 0.12 0.12 0.11 0.12
e 6 0.12 0.11 0.14 0.12 0.14 0.12 0.13 0.11
Hse 7 0.14 0.12 0.11 0.12 0.11 0.14 0.14 0.13
8 0.14 0.13 0.11 0.12 0.11 0.11 0.14 0.13
9 0.14 0.12 0.10 0.14 0.14 0.13 0.11 0.13
e 10 0.13 0.13 0.12 0.13 0.12 0.12 0.12 0.13
L e
11 0.12 0.11 0.12 0.14 0.13 0.13 0.11 0.14
12 0.13 0.11 0.11 0.14 0.11 0.13 0.12 0.14
13 013 0.11 0.12 0.12 0.13 0.13 0.13 0.13
N 14 0.14 0.11 0.12 0.14 0.13 0.12 0.14 0.11
15 0.14 0.11 0.11 0.14 0.13 0.13 0.13 0.11
16 012 0.11 0.11 0.13 0.15 0.15 0.11 0.12
17 0.13 0.16 0.12 0.12 0.13 0.12 0.12 0.12
oo 18 0.13 0.15 0.13 0.13 0.11 0.12 0.11 0.12
R 19 0.15 0.11 0.11 0.15 0.12 0.11 0.12 0.12
20 0.12 0.11 0.15 0.13 0.14 0.12 0.12 0.12
21 0.11 0.14 0.11 0.13 0.14 0.12 0.14 0.11
22 0.15 0.12 0.11 0.11 0.12 0.13 0.14 0.12
o 23 0.14 0.13 0.12 0.12 0.12 0.11 0.12 0.13
24 013 0.11 0.13 0.12 0.12 0.13 0.12 0.14
25 0.13 0.12 0.13 0.12 0.13 0.14 0.12 0.12
¥ sgREe 2 202 7R 96l EASIAS
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| Table 72 | Relation of Freight Forwarder Service Quality and Work Process (Final)

MH|AZEZ HEZTZAMA
i . Aok | owix | o=a | ME R gx BIL | Sm
HEOLES | om | oes | 2w | PR G | w3 | me | 7
1 0.75 0.88 0.63 0.65 0.76 0.73 0.76 0.75
AL 2 0.87 0.74 0.70 0.73 0.73 0.65 0.72 0.69
3 0.63 0.89 0.86 0.67 0.64 0.64 0.71 0.78
4 0.87 0.69 0.74 0.70 0.68 0.70 0.63 0.81
5 0.81 0.67 0.62 0.84 0.67 0.64 0.62 0.64
I 6 0.66 0.61 0.74 0.65 0.75 0.67 0.68 0.60
seF 7 0.79 0.64 0.59 0.63 0.58 0.79 0.75 0.69
8 0.75 0.69 0.59 0.66 0.61 0.61 0.77 0.73
9 0.74 0.65 0.54 0.75 0.74 0.71 0.61 0.72
wate 10 0.68 0.68 0.66 0.73 0.66 0.65 0.64 0.70
11 0.67 0.62 0.64 0.75 0.68 0.68 0.61 0.78
12 0.70 0.60 0.59 0.76 0.60 0.69 0.63 0.73
13 0.68 0.59 0.62 0.66 0.68 0.68 0.72 0.69
A=A 14 0.75 0.57 0.62 0.72 0.68 0.65 0.72 0.60
15 0.76 0.63 0.60 0.75 0.73 0.72 0.73 0.62
16 0.62 0.59 0.61 0.70 0.79 0.80 0.61 0.64
17 0.62 0.80 0.58 0.59 0.62 0.58 0.57 0.57
oo 18 0.63 0.74 0.62 0.62 0.51 0.59 0.54 0.57
f;g 19 0.73 0.56 0.54 0.72 0.56 0.54 0.60 0.58
20 0.57 0.52 0.72 0.61 0.66 0.59 0.57 0.58
21 0.54 0.68 0.53 0.63 0.66 0.59 0.68 0.52
22 0.81 0.68 0.61 0.63 0.66 0.74 0.77 0.67
Sy 23 0.72 0.65 0.62 0.60 0.61 0.56 0.60 0.66
24 0.67 0.59 0.67 0.61 0.63 0.69 0.64 0.71
25 0.69 0.60 0.65 0.64 0.68 0.70 0.62 0.61
T SHEES Z 228 P25 fld EASAZ

A Mul2aFd @53 ddd JdFZ2A2E gl s e §
2~

HQRZRA 2 FAA AN 2ELT 4 B BAE dehhe o] A
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| Table 73 | The Result of Importance and priority of Freight Forwarder and Work Process

THEFFUY 457 Z2MA SR M

HetkelZ| 17.71 1

i x2S 16.56 6

L S| 15.92 8

M 2 stE HEAHS 16.98 2

M 5k 16.59 5

MFdg 16.61 4

SEEA 16.50 7

TiSHE 16.65 3
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| Table 74 | The House of Quality (Subsection of Service Quality)
SIHZRFMY MUIAER A2 (261K 27AL ses | etels | wxes | sman | 05| wmee | wruz | smae | =xss
1 AFR27}F MESict 5.91 0.75 0.88 0.63 0.65 0.76 0.73 0.76 0.75
Al Al 2 | A<kl w2 ™Melsh Mu|AE $Eshot 5.83 0.87 0.74 0.70 0.73 0.73 0.65 0.72 0.69
3 | WHYR 2F X|dof| w2 ciSEHCH 5.82 0.63 0.89 0.86 0.67 0.64 0.64 0.71 0.78
4 | 2 M7t st 5.83 0.87 0.69 0.74 0.70 0.68 0.70 0.63 0.81
5 | = 4 REAIRe| HFREHSSE0| FAsICH 5.52 0.81 0.67 0.62 0.84 0.67 0.64 0.62 0.64
s 6 | = =SFH| HUS flo cHsict 5.37 0.66 0.61 0.74 0.65 0.75 0.67 0.68 0.60
7 | cheol EREE 7|¢n Aleks W ok 5.48 0.79 0.64 0.59 0.63 0.58 0.79 0.75 0.69
8 | sHelutELfete| 2HAZ} i&sich 5.41 0.75 0.69 0.59 0.66 0.61 0.61 0.77 0.73
9 | EFetel HF Zeol Bich 5.46 0.74 0.65 0.54 0.75 0.74 0.71 0.61 0.72
cale 10 | RHzlel s2o| Fofuich 5.41 0.68 0.68 0.66 0.73 0.66 0.65 0.64 0.70
11| AELRof cist sijekst X|Alg JHX| 0 Uck 5.43 0.67 0.62 0.64 0.75 0.68 0.68 0.61 0.78
12 | 2Fete] #s szl =5kt Act 5.31 0.70 0.60 0.59 0.76 0.60 0.69 0.63 0.73
13 | gRzzlel Alz[do| =ct 5.30 0.68 0.59 0.62 0.66 0.68 0.68 0.72 0.69
A=A 14 | Zlglo| ™5t 27t thesict 5.32 0.75 0.57 0.62 0.72 0.68 0.65 0.72 0.60
15 | 2| 2 MFER So| ekMza|E FEhoh 5.54 0.76 0.63 0.60 0.75 0.73 0.72 0.73 0.62
16 | RTFAtEke| Bido| EASICH 5.34 0.62 0.59 0.61 0.70 0.79 0.80 0.61 0.64
17 | 2EME[AE HSEict 4.93 0.62 0.80 0.58 0.59 0.62 0.58 0.57 0.57
18 | HHAMH|AS MBS 4.82 0.63 0.74 0.62 0.62 0.51 0.59 0.54 0.57
Siony | 19| heiMel2g AEsch 4.84 0.73 0.56 0.54 0.72 0.56 0.54 0.60 0.58
20 | 2HsldMH|IAE HMEEot 4.83 0.57 0.52 0.72 0.61 0.66 0.59 0.57 0.58
21 | E254E MU|AE MBSt 4.83 0.54 0.68 0.53 0.63 0.66 0.59 0.68 0.52
22 | dAHEAM 2| &80| =t 5.55 0.81 0.68 0.61 0.63 0.66 0.74 0.77 0.67
i 23 | sk=ol of JH|AE HS3ict 5.03 0.72 0.65 0.62 0.60 0.61 0.56 0.60 0.66
24 | M2 ME7|50 A0| thX7t Fedsict 5.21 0.67 0.59 0.67 0.61 0.63 0.69 0.64 0.71
25 | MEHMA el=a} =0 UCt 5.19 0.69 0.60 0.65 0.64 0.68 0.70 0.62 0.61
F . gerEe 2 208 PEo| ol BEASIRS



| Table 75| The House of Quality (Factor of Service Quality)

M|AZE 22 (485 27AE) ses | Aoz | a2 | wE e | JOE | dn s | MR w3 | s@ 3w | =usw

e 5.85 0.78 0.80 0.73 0.69 0.70 0.69 0.70 0.76
Had 5.44 0.75 0.65 0.64 0.69 0.65 0.68 0.71 0.67
sk 5.40 0.70 0.64 0.61 0.74 0.67 0.68 0.62 0.73
RS 5.38 0.70 0.59 0.61 0.71 0.72 0.71 0.70 0.64

=77ls4 4.85 0.62 0.65 0.60 0.63 0.60 0.58 0.59 0.57
HEM 5.25 0.72 0.63 0.64 0.62 0.64 0.67 0.66 0.66
ZZMAE B 4.29 3.94 3.79 4.10 4.00 4.03 3.98 4.05
T2MAYE MR 1 7 8 2 5 4 6 3
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