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The Performance Formation Model of Service Quality Factors for Courier Service
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Abstract

The popularity of courier services in Korea has made it an essen-
tial part of the country’s domestic logistics industry, bolstering the
growth not only of the national economy, but also the quality of
people’s daily lives. An effective strategy for courier companies in
Korea would be to provide high-quality services to their existing tar-
get markets with the goal of maximizing customer loyalty.

This study investigates structural relationships between customer
loyalty and service quality as a set of factors and between customer
trust and customer satisfaction. These antecedent relationships will be
used to understand the “performance formation model” through serv-
ice quality. In this study, service quality, as a set of factors, is con-
sidered to be the independent variable, while customer satisfaction
and customer trust are both treated as intervening variables. Finally,
customer loyalty is the dependent variable. Following a review of the
literature, this paper’s proffered hypothesis will be investigated in
terms of whether the independent and intervening variables sig-
nificantly affect customer loyalty. A statistical analysis of the empiri-
cal research was carried out using both SPSS 18.0 and AMOS 18.0

The results of this study’s empirical analysis show three
conclusions. First, among the intervening variables (customer sat-
isfaction and customer trust), customer satisfaction is significantly cor-
related with customer loyalty. Customer trust, however, was shown to
have little or no relationship to customer loyalty. Second, the quality
of service variable seems to influence customer satisfaction, customer
trust, and customer loyalty. Third, with respect to the relationship of
intervening variables, customer trust affects customer satisfaction.

Thus, the companies that have a competitive advantage in Korea
have successfully maximized customer loyalty for their existing
customers. Courier companies will need to research and study customer
needs. Therefore, this research suggests that effective courier service
management can be better understood through the application of the
service quality performance formation model, which can enhance the
quality of service provided by domestic courier services. This research
is limited to investigating qualitative variables, such as the service
quality factors, customer satisfaction, and customer trust. It would be
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helpful for future research on courier services to consider quantitative
variables, such as price and weight.
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