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°
I
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7}, A& (Trust)

NEle @ e Amol o Amel el ol FEsl Asts
ZAolo|, th2 Zo] ZEWR| o F7olN 4 ZhE 94T Aoz 7|
dshe Welch Azl WEY Aa o] Yoyl k&S wn AR 2
o v o9E 9ad & Qe AWe Ty, ok Y 7+ Ylstels
O] =9} 712 &io] QltH(Pruitt , 1981). 7194 {19 FHUA F/dAlo] At
Y HEude wosty, P50 AUFIE APSN, 7d AYAL A
sxo Zetetn, FWske AR $0] WA K25 ogoltt

ARl= 24 9ol ¥R Algje] oAt &2 ArUAlold, Y
2m W, @%@, 47 o2 AW W AY @A g L 2] we
8o HAl o= 715 AMH, of& of2et FAA AEs] FEeet B
28 dozitiMayer, Davis & Schoorman, 1995).

Deutsch (1958)= Alg2|= oF&7]9lo] st&0] Alglety djA] o= &S

AXSIA] ko™, Deutsch (1962)= Al2l= A 7[A] 22
H=z A=t & (1) AH4A19) M= (vulnerability)ofl &35t= 4
29 715IA)7|o) (2) ArdiEbe] sBoj= ] oA} AHAlQ] EX|E wl

(3) ddiol SAE F&std ¥ =092 FAE &5t %A d=
2o|oo] ¥} 374 HRlt}l Ring & Van De Ven (1992)% {\_EJ% s
22 & 7HA Aot matEtty shitt. (1) AlZ= ERQlofAl AojAiel ©
g & Zloltk (2) AlF of2 ARt Vi AlRlE 4 9lod], A 7
& 20] glojA Fa3 Qaety B,

e 719 4 AR AAlY A HEYES Yu AESHE e A2ts

o]t Moorman, Deshpande & Zaltman, 1993). nJrEE| 7ho]] M2 Al
& 2 9= HAYSEo] YTw, Aol A5t AMYS e BWSET
BEY F82 AslE & AW, g8 F5o S U0 LS
oA 4 Qlth. Anderson & Narus (1990)+ st 7|do] th2 7|d& Alg
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i e 7)ol H3Mo2 gxle] T2 ATE IS & ATty A
St A7) 71900l 2elat WIS SRl I Fate] 2512 MAIA kot
1 AIAE ek gt

¥o AL V15N P9S Yol FHWAS F7IMOR oPgA
Jlo] M2 AlEe B9ste o S, 7199 Wbe BEo=A 7Y
AP gure AHSL 719 7T @AW HUE ¥Y 4 Aok Morgan
& Hunt (1994)% A=/t 2w @22 3710710 7158 25 2aty

o] 7o 7lojatctn stoict

A Agigel AEAAT Sol gl oo =M Atgel o
D3 FEAFC] S2o] Qrke A A=tk Do fat Ale
& | 9lon], A A 7o) AR 7|2

al
’ o
ol W&, A HFolut A & UERS £
= S @1 Aot T2tN 2= AI3A =5 g
Atoll dhieh 7149] AlZl= AI3AH =/ @A 7199 %E sAEe &55t

HoMoR sto slgdo] T 2R YRS 270 gt

- =
Gt 2 Gtin wenl, 2 4ROIA LA BAE Bae HA0]
Aeld 4 e 580l AT ARl SeArEe EA1Y 7Rl B2y A
20| 7t AR7L A2 AAEE

= ZQst BRo|tklLa Londe, 2002).
Schurr & Qzanne (1985)L TFORRLRE FF AL ZHe] FAoAl AE7E A

9 20 2 BAGA A el 2l e waoeA, A
Wol o %o U Zoleks 7o), AThEolA ARlo] 271 BE

A gt Bol JUe o8 & Ut /8 FUAE ANY 4
Lt oJAl2 UepdickHosmer, 1995). o A7t FYHA JJxA L Al
Aol ojole 9a) WA P uct BE Lo Ay At M Aok

©]

NS 47 =tH(Anderson & Narus, 1994).

g A2l mEUQ 7|3 RoA S TaAH 4 i dY 7[Y9
TeEE 1Y T2 slAstH, 719 1 89 25 Ad=d & Ao
SHAISE A2l 5 d= A2 A 94t 7142 EY 418 v §E9
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S

q =7tsto], Atdre] Ard Abz] @ E7] siol= ojdbst

o2 i,
3o uxo], oAbxol dal AR AaFo] Aut= mlpa A o),

Al

-

<z}
1=}

i)

91

1

E T =
P EU JlaFod BE PPS L W olat 299 Fa
JQ A2ty 5HFTtHMorgan & Hunt, 1994: Ganesan, 1994; AdAl &
AJAl 2003; Ganesan & Hess, 1997). Anderson & Narus (1990)&= Al
o] ol theh ALZ2UE Haeh 8F glen, Palmer (1995)& Al#]9]
£02 2ol RESY 4 olckul Alzlo] T A Aol Al Fa

N Y

ol

ox,

Jﬂ
rlr
=
=
oX
EJ:
oL
1o
o
I
1o
1>
=2
L
=2
~
P
2
ri
)
e

R =g &
ol Aol 9o, Mg vEoR Ad WAS A4t o P A
BE ABste] BFALOIA LAY 2 Jr 2AIS H2L 5 Yx s
[oz R=-

Jot Aol ther S Selol STEALE. 2010)

=
S Qst ZQst QQlolgty Y3 tHGeysken, Steenkamp & Kumar,

= &l J=AlEo] dist JedAnEdS &

¢

o= EAA VYT WA MHNRLE PYSUCHMohr &
Spekman, 1994; Morgan & Hunt, 1994; Kanter, 1994. Spekman et
al., 1998). Winston (1994)°] A oA = Prisoner's DilemmaS 92 =
o d2ado] x7]ox Als A7} P 2 Qsitty AWt
A3R} 25 RopldE mEY o] AlE AL HA FAEn ok
Marasco (2008)= 9&, A2, 53, & F=0] ASA &7 7198A
d2 UXl= &4 242ta sheith. Tian et al., (2008)9] 1o o
=¥ Ag= /7190l Kﬂ37<} =5 7199 ¥ #AE AV wAlsHE=

RS FAAA 4 Qltke 7S WASHYCE Lai et al, (2012)2 AlZ]=
e

A B0)N Fste 7|8l RolA s Zaazle § aupsoldt
B Aqolae Ao gt BEe W] gstel, <w2-7>2 Al
MElo] BE Fod7E AAStA
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A7Af

Pruitt(1981)

>Tel of5g We:

Deutsch(1962)

>719 IF Feste= 9eet 72 dsio] Qs
>AFA19] N2 (vulnerability)ol] &3h= Aol
A= o] et 7|

>yl e o ol Ale SAIE HA

%t

Anderson & Narus(1990)

>gdido] A& F835t d2 E0]YdE
HE E83A &A I E0|o] B} Fr.
| >ERRIoAl Mo Ael Be ok
Ring & Van De Ven(1992) SThE ApEto] |2 Alz|s & 9l
Moorman, Deshpande & )
>IEUE U EstE At g
Zaltman(1993) e L elEstEE ARt
> 71dol Aratoll Eelgh FdibE 7HH

>goigto] o fo] SAT Zojek= 7h, Y
HollA Apilofl @7]= s8E, ARAloAl el &
Hosmer(1995) _ =
o] AUits olgd £ &= 7|FE FUHZR
AR 2 Qo= 9JX| S YERE.
> Algls =4S 37 AI7IH, 22, 7l
Morgan & Hunt(1994) X 2o gare olAln F=e 57}
>ofjo Agete] F=do)Al ol 7]xst Ao
Z1A12(2010) E1LHH 9] o Alof sl 7] A o]
M Davi 2 >gigre] s o] EAo] sol]7]E st
Sayery (199615\;IS = ol97F Ao EA3H sizo] Atzjof st
choorman
%820o}7] h=oltt
. IA=2Y(Relationship Commitment)
g 714 G5 APEAQ k382 A IAES |AIstL Fekste diA
T YUERAT (Morgan & Hunt, 1994). Zolst IARAIS sl 2dgt
=TI W o2 WA AYne WAE PIIHeR A
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A2g ohste AP oeg b Qe WAZ A&staA st 87 A
olgt £~ 9t (Morgan & Hunt, 1994, Moorman et al., 1993; Lewin &
Johnston, 1997: #R¥Z/E, 2004). =2 OlR|FA o]l AT} 718E =
AES Uehls Waoln] 29 AEst de £AL o WA st 94
Ho] ofs Al TAVE 2 7he/dol =Hal & > QlEJr(7‘EH$ 2005).

22 71 AY 7o WA A5L et £2 24 39 shuold.
AR 2ZME FUo] EHASHCHBeamish, 1985: Anderson & Weitz,
298 g A4slee 87
s 2ge ou 9k WAE 9Alstn 878
FtHMoorman, Zaltman & Deshpande,
of 1M WAL Wakn AAIs7] 93| A4HoR
Hafjof stohe EolCHEREE, 2004). BA=AQ WEoA =42 T4 ot
ARl JleeszA AL oo, FoiaYE, AAWE 5 Jle B
oM = HAZEEL FoeARAN FUS 1Pstl It Morgan&
Hunt, 1994).

290] ot APE, B xA 20| Aotstel, IR Msoz
A gt A A & 5K, 2006), 2o A U=
g Yo GAUA FYE AFshe A7t O‘D}. oS =°f, Dahlstrom
& Gassenheimer (1991)= ito.
stt, A2 wgh #Aof tieh TELS 7Wi ‘Ur% A2 IAlEdolzta
5199t Moorman , Zaltman & Despandel (1992)= A =<Uo] 0]2f9
JHR17E Qe BAISH BREE Hato] rky st

Baker , Simpson & Siguaw (1999)= TA|=Q2 oA A0l HA S =HA
AlACk ettt A2 2 o, FA7|AQD IAE FAIsH7] Y8l &71t

o ololg 5413 gojst glon], AP gt Aol Sicka sheicy.
Mentzer, Min & Zacharia (2000) 2! Goodman & Dion (2001)
|

U2 FH FEFo] A9 GRS Ystell AFES EQdsto] #A A
2= AS Yuisttt. 33AFEY @8 IAOA IAELL tEYA THo
AR S Aol 2t k=st= X2 & 5 JUEEXZE, 5K, 2006;
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Moorman et al, 1992; Shemwell et al, 1994).
wAEYe Basts el It Ak WS SISkl RAAQ B

skal Qlth(Mowday et al., 1979). W2 stxzo] @A tigt H= U=
&71" ZrolEelQlolgt Hi= A]Zbo] Qlom(Morgan & Hunt, 1994;
Anderson & Weitz, 1992), @3 @79 Q&= IH9 A= FUsHIH=
OJALS WSt Morgan & Hunt, 1994; Dion et al., 1992).

AZAL F71HQ BAES A9 L4 Q4R 52 A% “%, oS,

A= QACHL A, 2003)
Morgan & Hunt (1994) & =<olsk AoA= A= S &

QlThY W Hojgte] WS 78] WAZ GASAL ATh 5 BYL

g mo| WAZ JHIVE YtL Lo LG AL 4 YRS @

Moorman et al., (1992)= ¥AEUL 7IXI7F = dAE

QE ATo]ld, Anderson & Weitz (1992)= IA=UL otA

S SRAATILAL st vh, TAIE X151 Hsl @71kl S5t = o

Al Zelx wAe] A s weoR Aolstert.

we ArdA A 2ol it £ b BAR et 5 9829
3 mR 2ol AABYS 5t Ateto] APAI9] B Al G, o]ux|2
e AFOIAl 71ost= A& 7HEjZlcH(Hornby |, 1995). ZRAIZYd2 W+#
A Zdy} Al 7t9]  ZR!(Inter-organizational  Relationship

LEn YRRAZSUL RAQ] SmeF ZhR| o] tigt
>d &, 22| viFAgE kg A7) ol 2AlO] AP bS]
€o]Zct= ©]x|9] 3 o|tHMowday et al., 1982). £l 71o] ZQlo =X
o] aAlol Rejgk Ao 7]xsto] mpEUIY] HAA FAISH=
7t2]71tH(Cheng et al., 2004). 2 JLo|A] 1ASH oA 2L =X 7t

S
Commitment)o 2
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Yol &3t Ho=, 9l £Bsi: e 2R/IUW A3 BR/IY

o] £ glojAle] #A Bolck.

Mathieu & Zajac (1990)3} Penley & Gould (1988)=
o]

™ g

A g@e FRIAC & AN 2L AN 2ok BYA 2Ye
So] Sasl ARl O B8 2ROIE, 1o0n ol2la BAS s
st7] st oJAtZ JoEd 4 Qti(Morgan & Hunt, 1994; Wetzels 5,
1998). 292U E78L 9l WAZ Axet: agoln oin

(Buchanan, 1974), 552 A% (Konovsky & Cropanzano, 1991)¢} otE
Yol thst 47 4&(Porter S, 1974)2 ujgoz 2 2 gy A4
Qe shmol A thEt ololTt wrtoln], 1 208 F547]7] 9
ot WA S-X]Q] itz &2 4 QTHGeyskens et al., 1996).

L gtofl Brown et al., (1995)2 #AIEUS & + 7HA &= AlAlst
.S A A=Y (Normative Relationship Commitment)at =L
A=A (Instrumental Relationship Commitment)o|jtt. HHA A
U Yo Zmet ZHR|Hof diet S WA oEoz Qlsh ofgl
AS dHstd = itz JYT 4 JtH(Morgan& Hunt, 1994: Wetzels
et al, 1998). ol2jst R =YL &4 AL 1Y F& Al 7HRH
of et sdat WAiskE wtge=z oF Zio]7] miZo|tHBrown et al,
1995). =414 AU RAQl JAEE E= AHo| osf fadot
(Brown et al., 1995). Zhao et al., (2008)2 ZJAISoAQ HFE-IA =
Yol FaAts EZ vlRle FF gt Ao EAIEUl dishA =
T84 AEdY =48 IEYclRle R YAS AfEst ok
Zhao et al., (2008)2 #¥A A=Y AHAQ
PR PAZAL AN BASAT LA a9l
2207 RopolaE Aot BAEUo]
Tt Moore (1998)= =&/ otx4a’] HAOA L H#A
=N

Ao = 7log =35t £xbAo] gtk XA,

ﬂifﬂ

ol

_CL

LT 1 R T )

ne
X Rl
4ol

tjo

Ao} AR o] Aol o #de
Aol A, Lalonde & Coope (1989)& tiF2 AUACIA A|3xtet Lof

Ol

£ rlo i
rok
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gstoict. 7ulxtet A3

Are] BAZE Aol A Al

Ake] A7}

o=

N

7

Tojatet A3AE weh 21

o
.

o/

o
ojn

|

3 2

Zo] A

o] 7]
& 194 (20039)9) Ao TEw A 71¢

o]
Al =71 =det= A A0l SYSHA ReW X540 Al 9

L =2
o =

Berry & Parasuraman (1991)2 #AI7} &

(_:)j_

of o

ofgol met 719 e} #

AN
=

ol
H
=

O

X

oF
olJ
HH

A7 B8 LR B BA o} met

AP0l A

7149l

o o] uf
sfebo] @e )

ol siAtE
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29
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X

e

gt
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T 7y muﬁ
K - | =
x |E 4 | |52y
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| o mﬂp% o | R[S
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alo nm_‘._,mﬂma,mO o WﬂloMHﬁm._T_nH_oM
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T 7ol o2 R |T IR AR ER K
B OF|oN FT| o || E R | S| S| Ko oF
o —
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= —~| g
S |Z|a —
< |38 o
n
o) /.I.\% =2
a 5 (W\
N R Elg . s
.| 2 g S| @
K1 =2 = c S| | B
HS ) glg 1218 4
3= E %8| g 0|3
2 T |S|= g §
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9 | 8 B IN N m
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c}. ok (Contract)

of&2 MEY o] &gt gelojnt. AI3AL =R/ SN mEU= dE
et 2= wAS] Hall B GAAY olds 2ste aHE HME A
ot @Y Yo S HEs 2o0EA 292 4 dde BSolo 64
7l HIAEE 2ot Al=olA Justinians HATT fFAEUoRRA YA
= AdE IR ol T2t A2 JEEAE Pe dF o= siYstd
A 7128 BHAIQIS 1 o]l&o) Wt A AR ojet Z2 AMds
wotgol A2 ¥4 a¥s As Y T OAF GARTY fojetal T
Aok oeb oS FoigolM oo oigt ofsi= Aol t ltt. AAR=
d&E2 BolY = Aon AR 2y, W4, SrUAC Het HEHet
1, Ak A4S Al ouiEA gor AYT 4 e Ad&et hE
& 4 Q0o Tt 2 AoMs of&olate Z2 Al%f(contract)ol=tal
EfEi

Ao GAstlM Aleke] Jid2 HEONA AREshE Al ZIE R HHt

ok WA o] Qi AlHRS ofjel 4w eresors maEch
ARIsolA el Aok g e RE AFAUNCIIIHOIE TIIKlE, Aol

O
Haole)s AdIAR = 4 A ol Al 24T o 7124 a4t

s

IAE A4 FIAE Adolgns Ak BY Aol LI £
Stold oIl YFOI HUIAE MBI orasta. At Fed
oo} grigol WYY WAL Ve 4E EE AUAS ARG 2L W
ACIRRH & i, 2002). BFAS Actel 8T BAe A1 2
Fo| FoME 3RS 4 gov, PAMCR FAERY, 122, A

Aoy, FAFto, o, DAl ERAAR BE o s ofF vt

Az Ys 5 JHTsay, 2001).
SAE A2 AGAIStolA ARst ARt Aleke] Jidxt Aol Qal
}* At 2 ZFAQ 719 el A #A
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3

I

ol
mju

~
__oH_

Z X (Coordination)2 H

CHMattessich,

0]
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ot

ol

= AL R e}

1Azl oAt

9

71 9l

9

x| cja}

A Al

Acta 27} ofolof w2t FIAt:
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¥ tHMerriam-Webster, 2003).
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FA7} 1 DolN ka3 Ba K FFolch BAlE FAACk] B
of 2Astel, 3IANE ARAGE ool HAUN weatol FrhRE
2008).

O 7§¥ 2] A|9K(Individual Rationality Constraint), & A2 oA
T R T R
G e Ao 7)ololuet Ag 4 gtk Aotk

@ CQIMIElE A &4 A|9K(Incentive Compliancy Constraint), o]= 9
dEtoll} RSN E(E A sjo])E WA, ZaAld + Atk

® olAAR Baksl, & 212 Aol oAARe] SUHL QXL AAlY)
olo] z|rhs}2 Zsirh

@ T E 7§A YA(Pareto Improvement Principle), & A& Ak x3}o]
4 o] Agishs WA} @2 ojoje Aele] &7 slojA @ o]
[ R

® 7199} ol9] 57}, & xAAF 2] P02 s|go] Pk olole U
Be] x7istolx @e olelurt 2 Zolct,

$HH, Cachon (2003)2 &gAtE R7gAefY] &
3

NSt & BAMA] A|AE] m510] S FA Ao ) 28 =7
o Sy, BRINHANS ey S CUSEE ZRd. olF so
2 BREAE (2003)= o]9] Hiwe] 84S S7HIET

b2 AA FAY Aok Aoz B WA FAol Ot JFL uA
C}. Fitsgerald & Wilcocks (1994)9] Lo 2™ #oke] Waetd S =ty
5171 gjstol Axdtoz 9ok A, 2ol $4L W] we} gl
AE 2%, AFE It U2 R siofste d 5= 2T At
H

QuHoz PARS 7ho) Aol w3t FAKA AAS TRALAY Y

= 1
o2l 7] FEj9] AE]B 2 ARE-=EtHPruth, 2002 ; llaria & Pierpaolo,
2002).
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A¥tAl o 2 AoFZF(Contract Logistics)2t &2 277HR] Al 9 &
E(VAWD: Value Added Warehousing & Distribution)?] A|-Zo] =&7]
QoA #os F+ AAA obdA|o] tisiA =o] =HAtHArmstrong &
Associates, 2009). £35], 2% 3PL7|¥9 FedEX?Q}t UPS, DHL =i Z

=
Mg A ™2 ") wolHA 277 R] & 9

29 TFAE BARY 4 Jgme
QB Oigt 2ol L ORI ACHEESE, 2012).
g

F,
7 oFRAAOA Al AAsts 28 S8 A FARE e A
A =

Rers golstol Azle A|Yst

d

1990 ; Tsay et al., 1999 ; Croker & Masten, 1991). 504 A AoF
of #et A <& 2-904 = 4 Q= AAN™ 200040 374, 2001}
2003dof Ztzy 1 HdA F 53] Argto] ZAMEQTHAEFA & HHE,
2009).

<E2-9>FFAHIA AR A3
AFRHA =) ZzQ A3 Yg

PLAYM AHdS frdhe B A2 15( F2¢

R I DEESEY

Chen et al.,(2001) | AMAl ARESF AlFS S9F 3PL HabAu|A Alof gutZA

van Hoek(2000) | B7}AH]AQ] Ex|2e] ulHal JLoj

Logan(2000) | Ch2jQl o] 22 AL§3 B o} AN 75 P
Barber(2008) | uP7Iut BRALS U AMEH &4

Alp et al.,(2003) | 2&IAre} ARAARLTY SAF 2A Teh A+

Ate A FEA&HHE, (2009) "ERAUIA Al A el el A =G A

oJgMozL Y|Moln A4HQ AUAL Ao L SAI
TIANL B L BRAEAT TRsART A 7Y YA AHelg



o] &2 ol sol Utk TAMY BF QY Tl AL hYste
A7t W] ghgo] no] ARo] fhat 2ol AL o & 2dyuE
2 % 9l 2R71UE Aoeu oY Aok Y|l Y 2 A sl
g 4 9t

A672 gt

Gleason & Barnum (1986)2 duto+= S8/
(Efficiency)?] & 7}1X]2 mgtEthy sH9C) oL SgAS '2ady

=, 284S Aol BAIHer o] &y

Hip hAe AR 25 AT @40 5 Srlojth B ApolAs
A7 OAe 287100, 28710l A2 AulA 2FUARA JIAEA
g wejstel 2R710) Hutol chet AulA Hatel x| 2@CIA ol A
g3l e9due APstn 9. metd B Ao Aute] fat ol &

SRANA EAI eQda £ RS RA,
1. 28 AUAEA 7Y

19809t S8 o]& AMulAFAo]l A =57 A+ XAFAE HH
A OEY EY B BwEws) |AAdME £32 wostn sty
(Richey et al., 2007). Lewis & Booms(1983)= A{B|A=A]
Bl S0l m7o] Jlclo] ojgt Poh} WES & LAlS WHe
2 gojsigcy.
Gronroos (1982)% AB|AFAH 2 117Ho] AMu]Ao] Tfet 7|thep Mu|AS
O

T
A4 20 AR AR, AUABAL ZBAY Wisls BHAA 1A



Au|xo] tigh Z]giet AR A Ato]e] Hlwof Z lon], o] AH]A
ZA0o] fst Ao s ZAZX] Yl j1xo] Ef|S ofshych
Parasurman, Zeithaml & Berry(1985, 1988)= AH|AZAIL AH|X}E0]

HE|AZ e & R7hEE Aak Aulad) ois) Jlfete 2E Hl@stel
o @tk 5 aulrkSo] A7k Aulaet AoiE AulA gt
T % otk Aula AT oI AulA AEAL 2u|A} =
7e AHlA 23230 7Y 2&9] Xojojy, Av|A FA
C}. Parasurman et al., (1988)= Au]A Z=A9] 7|3 o3t &, =54
E+24 SERVQUALOJZIY Ee+= o &= A=E Aoz 7fEsigie
o, 7ol Mula FAY FHade 107 ALO7N dH)er =&st
oLt olg 57 A2/ W2)02 SOt o, 2002 $EA,
2007). A2 Eo] Ch<E 2-10>T 2L 5x19S AAlsHeiY.

<HE 2-10> Au]|A ZRO] 5xIY
i F&d ] S 1
k& E] MH|AS AlZ|st AESHA Al 55t
(Reliability) 18125 Al=letal Qoo Alsst
437 AAEAo® 1A Fa APIAERE MEIAS AlEdhs

=
(Responsiveness) | 53

301 A

oo Aol AlAt ool Jejw AlFet We g Adste 5
(Assurance)

%Z:];}E} I X d = L= |y
(Empathy) 7oA A A, ZiQIAR] B E AlSshe 5

374 =& Al Ady], At ARYAIE =45 Alsst
(Tangibles) = =3

299 stuto] df&#A} Gronroos (1982)= A|Ztd Av]AE7A (Perceived
S

Service Quality) 3xFdZ& AAlstH. & ﬁ“ﬂ# Au| A (Total
Service Quality)g 7]|¥ o]o]jX|(Corporate Image), 7|=& =4
(Technical Quality)?} 7]5A ZXA(Functional Quality)2 45ttt o]
Aula F4 2 B3R MU|AFH0] FopoAe ZIR7E Al A+ gt

24, 0|30 AulA BA nde giwy 19| slxold wHY Mol
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Gronroos (1984)= 3Atd RS 7ste] A2 AvjA5d 2Atd 22
2 ANstgon], AAR Asls B4

cha stch 718A BAL Aula
<o Au]A HejoA = ZutEA
MElA IS ol & A2 A5(What)o|H, 7|54 S4A2 1700 AMH]A
of thal oA Wor=r|(How)E ojujstn], Au|A AT age ®AS]
] 2o T 2ZANA ZA(Process Quality)o]gtl = sttt Gronroos (1984)=
MulA SFGA7E MUlA Algshe 2Pd ek 1780 MU|A S AH|SH= 11
oA 11780l ANH|A FAo] Ojgt &A= AH|A ZA3ETE ofy2} 127} AfH]

o
H
y
Fohe WA, WP, T 58 EASHE o2 By Yt

rOl'

02253 2]@3](council of logistics management: CLM)= =&
(logistics)?] 7ES "8 2 ¥ FJHO s&4olu aHAQd 55

e A, 28 ? SAlste 1y, 1279 g0 BE SXoz WK
AoA 28X AZEA] Agtolct etal gojstict. oleh Al SRAHIA
(logistics service quality: LSQ)& 1789] 7|thQ} @ Fof] ¥L25t= Zjo]
o, ‘Mo == xé/\]ﬂ‘; 7,4\, U780 QLo B&ks }% 7;1’, AR

FolN =7 AMulagAEolete JiEe AN E2AN FEAQl 24
olgt= AlZtold AT 4 Qo). AWA FAYHS F2UYE M2 A
ol Bogt BE WA @ digh deet Brte B, AMulA A
TS AFY AaEwE "lasto], MulAS wAstl ForE 4 Qe
£4< 71 AA ez EH(Saura et al., 2008) HA e Al
Aol 2 F7h & FUARJ] 42 AMEshe Aot Gronroos (1982)=
AR HeIste] 71 w=2lo wet Aztd MulAgAR] TS AAISHH, O
+ 1780l 7|thet F8at AAo] A|Zet 42 vlwsh= Zlojt

Lehtinen et al., (1982)2 Av|AFA2 780] X|2teh FA o2t &8
g2 7HAAL Qlen, 170l MulA FgdAl7E Algsior & AMulAlt O&
o] ARz FA|sHof st AMulAo] tigh vluws &5 BAT Zolw, Ant



FAn ZAA B4 Aol el ANFORM Ml AEYY AEE
(2v EAol Wio] 9g)e BAMos Pustck ol Ao, A
H|AEAS PRl Aulao] Bl Bt AAUMOR WLtolu sk olct

(Saura et al., 2008: Parasuraman et al., 1988).

25 AulABAo) gt A BHLe 1Mo} Azto] o1 28 719
o AlZtolA AAlEH Holtk. 7| spde 28 7ol 1AL sl Axe
71R1S ofEAl Agslalior gttt AZshe Zolx], o] 287
sff ol® 7FxlS A& 42 ofHtHNovak et al, 1995). ®FH
e sk olal, mAe] saek e Aot 9L 4 odrk matA
SRAAE AR A2l os) Btk 2 5
Ao =7 Mul2gdS F7elor ottt =
of WHANM =7 AMUl2E olsliste S84= st th(Mentzer et
al, 2001; Stank , Thomas & Shawnee et al., 2003).

AB|ALO] AJZHOA] 2R MUIAEAS WIRSHY, 25 AUlAEA0] £A

2 2qod 1Moz gEsts Webe Uehdth ot AulAst u|AtE

o

1M}

=2

Lo
ol

¢}

Agfste 2 523 "ttt o]2fst Hele 28 Au|A ZAo] Alzbeh
wets zeletadct. ma omelel wlgolet AFHH Aurt nA AuA
= 2o FHE2 AT A 1‘??’ MUl A2FE9 o7t 45 Fd5HA
Q. 7ol mEY, B dpdis 2R ANABYE ‘2270 B4,
w4, BA B8 Y FHoIN uAA Mu|AF Aleste Aol A
o5t 9l

=7 Ablas A oSS EXog UAO REHLEEH UMA =5
= AGSIHA] 248t A|AH] AAMAQl g nddsto, 2/ &59
AEE olujgitin RotHIWAl & A, 199). 28 Aular Zox
H]8 UlolA oforst A At BE QAo B8 AUlA LAHQAS £
Aoz Egtsty elst= Zoj2ta st ti(Lalonde & Zinszer, 1976)

EREPE (2019)= oLl 529 EFAHA 4 A5 AYsided. <=
2-11>7 <® 2-12>31 Zro] UEehdt}h <®2-11>% 29 E2xu]A =EA
AT, <H2-12>¢ F=9 SFHAH|A 4 AAo|o.



<E2-1D>E7/F Avla 84 A3 23}
A+ =5 AMela 24 xHd
SERVQUAL(1988) Az, X7 grg, BA, 34
Nevem Working Group(1989) | 8i& A|7F B4 SAA, Ao &5
01}\]- PSEEIES Exl, g—ol Xul A ﬁxly
Huiskonen & Pirttila(1998) N EE_ 4 Aels 84
=&l AulA F4
. | (AR ARYACIA, 2F FlA,
America Tenessee University _ _ _ _
FE, 25 Z2AA, AE e, AE A
2001
(2001 A4, AE 24 08 Aal, A7
g, 17 AElA, gAY AR, ARE 57,
Bowersox, D(2002) 4, 540 2@ W ok g nA 9l
Al
Stank, Goldsby & Vickey ) )
A2l 88 o3k BZ= ofr H|Z
(2003) E] (o] ITT O O O o ]
Bienstock(2008) ofo]t]o] T3] o]xH
<E2-12>F= 27 AdlA 24 A5 Ay
A7 25 Aula 22 AY
Ma Shihua(2005) SYAIE =/YE AP A 2 AR
Xu Jian(2006) ME|A Z2AA, AHIA )5, AHA s
Wei Guochen(2008) Te] AAE”L ER7]E
Requirements for service AE A, Ay AuA, 0o Au|A
quality of third-party _ N )
. A He], 2T A2
logistics”(2009)
Aula olE 22, w2 2 L gy, A
Li Yumin(2010) A HE, ZE A2 7], AvlA AAY, H
I

At=2 ¥: Yaoyao Wang, (2019) "Academic Journal of Engineering and Technology
Science"; ISSN 2616-5767 Vol. 2, Issue 3: 66-72.

2. B8 MU2AERY HPAT

st/ 25 Aula B4 B A7E AR AT Hoo) Aula B4
of 4P APE VAR Ik BF AulAL BY AuARA, kil of
AY ool Mula A ARet vlLstd, S5 S4o| k. 25 TE



NN = 7 Ad|Ao] gjgt QIALZ 7|duict tf2t}. ol 7|do] Y&}
ALY E AT Y S 2] fiEoltH(dEE & WA, 20038
7338], 2005). stH, SF/AH|AE DZAANB| A0 ZTH SHYVEoRE & 5
Ao, 2T, v, olAA 4= 7R lo(Et
o], 2008). LaLonde & Zinszer (1976)9] <to] AA|SH 2FAH|A X
+ A T Zol *}RQOV\]J_—’ AL 152 =27 AB2E A A 2
2. 7% 5 84 Al & 248 37 SFITH(E
=7 AMUlAE A ARl Bl 8af AB|AE oA ESte BE QA
E3tsto] Helsts 7|gAst' oz Aolst(Lalonde & Zinszer(1976),
(1992)2 2/ AB|AE A7IAQ 7|&oA 1749 8415 ot
Fole F8or FEAaet GBS Aol ARME AEAMow AASH=

ocmyuT
xAE Al AsolatT ot

1A
(e }lte}

L

2 712

_l_

14

—

grg Al 2006).
]_
Christorper

Parasuraman et al.(1988), Bienstock et al.(1997) 2 Mentzer et
al.(1999)9] <+ mygo] FAsto] MulA FAo] &/ AlBlA FokofA| o
DA A EE=A YotEu Au|AZAE M=o E/F9 JIEE ZFAIZC
A4+ ZBao] =W 7% AMulAgdE2 Fw2XHordering procedures),
A HZ A (information quality)., FwA2(order accuracy). AH|AR
AEZZA(personnel contact quality). AA]A(timeliness). F2YU&5%F
(ordering release quantities), &+2%(order quality), F=EYX|A g
(order discrepancy handling). & AtEj(order condition)?] 97}X]

A2 TAEYT 158 A4 JteAE el 1L

A Alste o by A28 SWoln, MEA
ARG, B Aula BRoE ¢

A2l & Aula agat IRio] e Aula Ao
THMentzer et al, 1999). o]Zo|= Mentzer e
Aol 97HK] P2 AE FE5FdMd(order receipt
placement)® 2 FFst0H RAEA FA Wgo] 1A whEo Djx]= 9
T wAE 2A5HA

25 Aul2 BA DAA Yot 2R AulA Bol Ay Fao &

—~+
o)
—

=~
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<HE 2-13> 25 AMU|AE

a7t 57489

i1}
1
>
%
re
rel H

ATMHA] HIHE
srola(o008) | oo SlERE, o84, | @RAElAs aRAE s Y
37 =l
FEEAL HEBA. FE
=) —
ISP = 55 AMUAZAS 7R 1A
Mentzer et al.,| © ' < AU A S, Qole HEEEE L
, _ 2 5l o2 =As
(1999) MAY FEREY FE| 0 aes SHL oIS S
4 zewaady, | 0 e MEE
F JH
AT oo AZT Al
7 =
Zoll, RSt JEiR. A8 | | .
Coyle et al.|st A=S 7ixjw. MAst| =" Mu|A Z&lo] A7k AF A
ol § FEF -
(1992) Nu Az mme og | L8E BEE A sl
7(1]5'—6]-3 %,—:-;:]ll—q_ 75‘7‘\;@_ U:] 7R's 7H‘-§% 'HEQ?SJ
o|ul s T dia
a5 i
e & WeH | 794, Hsd. Al AR NN 7 AU 2E
UAS ] &8 AH|AZA
(2002) R N R oA I} UZATHEO| W5 -
OS] #ate] Al

o] —
52 Aua, B8 1991 EF AVAEE 20l
2R81& 2AUR oA

AAE 5(2000)

MU| A, AFS AH] A =T
g AP
AxAAt 277190 GLEH
Mortensen & | AH]|A ZAS SFAIAZ] | oA &7 Bof Au|AS PA
. o S —= il
Lemoine(2008) | A¥]&9] S& Av|A o A7|1 ¥rtE A7t et
pny =2 =21 1__?_
i)
oron Spopq | T BA A A, ARG AR AUl AZE A
U= o Wl O Z3F BAEAo] Djx]= YTk
4 714, vj& =4 o= l= @
wotel AP
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i)
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]
w2

wdGaolt At B8, A4, BAEE 2 LAA AulAE Al
>ot= BIS YUSHHHuo et al, 2008). Stank , Daugherty& Ellinger
(1999} 25 Aulao] £ 7bx] salxlel Algg Polworon], 2 A
o HAGIS metstal AP Moo F/ AdlA Adatol] tieh ARt
59l Jide AASIACE Subramani2004) F3AE Bel AlAs] £9)
qMe 2 &, A o], #FA oldes dt 54 Aurz AAS
SaAits #el Adato] u]x]E Gl weh A4S ShlTh. Wol A-olA
Fogh e egyToln, Wik B4, 994 % uls 5 oA 298 9
S Al HEs5HA

Huo et al., (2008)2 o] 47}X] Q1S U IA e} MulAA Y & ¥H O
2 228 2 glon], Wit SAE Aul2dA ARl ulal ¥7tet

1AS st e Yuist, AB|A/gate AujLofA JAKt o] d]s]

Ao ApEeFE Uil AS oulst, uMS flst] @ duE B45H
gl AFEHY, Mula F4, S =, AulA AR 2 Aela RAdS

zgstctn shgict. o]9b o] Parasuraman et al., (1985)2 2FAnt=
HAL AR & VA 28 BEe AT 7HA2 7P AlRd 2
A1 ESa R o= o Ed L=

3780l Aetdo] met, Az 4R oA |Vt S22 oln] 7189
FEAA Qa7 Holol, 7|2 ¢ way ¥e 4 Qe Hid, o =2
w378, © U2 2AMe|Az 1789] Wskste R4S THERA|AOR Sithal
SIRATHIRZEZE |, 1997).

Caceres et al., (2007)2 O]= A3X} =25 4 71
FHHAE Atsto, 252 AR &7 Y0l =7 v ¥7Hol
L REg "ystn, A3 28 SHOR o

: i =
meol. 719 Y YIe P4 AZCkD BUSICE Chenet (2010)
=



=9 o o, I3 AR /e

o
=
o[ gAL 719 I} Ay §EAS £2 4 9

# 5 (2014)9 Ao Tef $=9 Torke B Y A3A =
sgol 2Hstden, A3At =7 5Tl 55 el =9 2 %Ol%
El %aé}qi Z1980E A2 4 ot WE S(2015)2 AR 27
=gl g =&/ AulAs B4, 7Y &

A3t 25 EEol 28 MHAERS YA

ot 8, 24 R F0] 7Y AUE FHAE £
1 9§ tHLee et al., 1997; Chen et al., 2004;: Vereeke & Muylle,
2006). Devaraj et al. (2007)2 sgAteol Ae 71959 &= H&,
HolA 2F AR ko]l A 7]of5HAIR
3) 24X Uth= 7S &9lstgth ® Vickery et al., (2003)2
FAb2 Aol w7 Aula U eyute] ojx Faol et Ald

= a

rg n+t1

oo} TS B, B ATolM BFIIUC AZoz AR 2H]
o

Agstel 71949 &8 AXAY 2 ATt

1=
SFAFA7|= 2R E TIAsE & 9l Aot A|3AF 22

7HR17Y 2R e(E 11, 2004).

HiS2 E89 £5o g8 4A=/golgte & VIR FHOIA Olioixl

N A AAIZE do(Slack & Lewis, 2003).

o &=+ Aol tieh 7199 §E s2s UEUEd, ofH 739 /\l
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C}(Slack & Lewis2003).
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A3 A4 2A

Aokat A3AE 25 St Hut
e gol2at AtolEole U

2, o4l WAEol AR B ELT Mo

B dpel BHe A, W2y I12n
S|

o)Al Fakol g Al 7HA] Asuedel we dpste o =8 59
o} Al 7HA] olge Z7te] ZpAut SAE KL glon], AA|stat Aglet
of = ste 7to] A% Aot A5 wYLe H3A B8 Eolet: Fed

H
Aol gigt olsfio] ea & 4 U
1) 28] &-0]2(Transaction cost Theory)

A28 &(Transaction Cost)2 1937¥ = Z3A|&HA} Ronald H. Coase
o 9sff 2 a3t =&l VId 2A"] AAIHAS. 1= AGRFuy
oANA, Zt 2219 Aefol= A2ful&ol EAlsHH, 22 '»37HA HAYUE
of A7VEA, thaat o] & VA Alge R (1) Al BEE ¥e
8]-&; (2) B AloF o]3g9] v]E, Iy I= Au]& 7NdS +Al=t
SHA] kit webA AR = gAstotol =, A2lv]&2] 7i'do] &¥st= §l
L7t =20 =45k, 2oy Aeteh Jigo] s LRH oS dA]
Fota Qlth. Williamson 1996\d0] &¢H <&X] A YE>0l2ts Ao
A A2fe]&o] dAls JiEs BACz AAlstaL, A2fv]go] ek o] Zat

2 S AAR R =it 7dEES AH8dAstY TIEEAT

o
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942 2 & Atk AL Aol WEY W3 FoJul§, o)A 2
Aol Chgt greIAgEl g, M gulg, AREEASH S, qlFRYE,
!

_]
o
e YA AlgHl8S 2T ol=M ]

Williamson (1985)& #gju]&o] 7|49 A& AHAFS o] w2 v|&
wigsts] 91E Zoletn AZtstd, gl g AL vlxlE 29
2 o= 2o (1) 2244 (Uncertainty)2, 252 <8 g0 o
E5t7] olgal FHAY] 2442 A e 7 AIIeE (2) 7185
o](Opportunism)=, A Aulo] Mz &7|HY AFAQ] AXIREE o]alg
Aol Tt FHS A Y B AsH, Afol dist A=) 7ivio]
AoqE 9t (3) A A Y (Information Asymmetric)=, A2 AHE7F A&

2ol ofsff mete|o] Aoz AEHA] ¢don, o AL 4§ W2 AR

O)"

:L_l_

S do2¥ v[E2 RedozH HSstH o|FA shA Al Aol &g
of sl A=A, 2= sl A2 tiidol A Eoi=H, 71859 d7t

I~

HAYSHA = dch (4) F$71(Atmosphere)=, A2l o] Mz EAI5H]
W, Ao ZAETE A FUtsHAl Hal, ANAPT WAL EAF 79
71014 AE & 4 AoH, Adle A o dFsiA Aol
Aefe]gol 22 AdAZ IHH A% AVPE SLsHA SAIEojof oF
the =2olth. Adg2 GAREEOl AyAet AIREE st JHEE]E
I 718 R AlES AlEshor sh7] ™o, Al A= tivtE Al2fof
5k, o] ti7h= vEE 72iu]-&olth(5kEMI . 1997). H2ju]-8-o] oAl Az
+ BAl 249 712 T¥olH, Aok Ade APEAolofA Aok 7} 1
2o Aju]go] 7] Wzol WL AAME=GA ST stAbEo] A or
HE AH| &S AYst o, Dahlman(1979)2 Williamson(1985)2]
Aol EAO|HR P& AR , 2003; ZH, 2010). Dahlman(1979)&
Aol S BH, Afv]&2 olsiet HEv]E, S8 Z2A4E, 121
Aoiat A8l &S ettt Williamson(2007)> #2fv]-&5 AFAIZ o]
Ao Au gt AloFAZ o]29] AE|ES F FEOZ Ueil, Ak

2 A AGuE&L A& £0 A, d 2 AdRES sl Bt

A
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Al xsohe 882 2sTh: 2) 789 vl& 72 #8fo] AFSo| v|E
2R A2 AASHH, &8 0o72 Qlst "|go] HQsit}; 3) 7tx 4 &
Au| g, & AL diZ2S Agt AlejlLx2E adoty A5E fAlst=t
T H|8S x|Esjof st} 4) U8, = AoFo|Ao] ZFE oFxo| o]
2 ES o] 9ls) B 7 v g 4RE stushe Zlolt

A2 v]8L AAE 290 =L H]L(the cost of running the
system)©.2 A ol5t7| % sttHjohn, 1984). 72} mEUS] WAZ Qlat
Al B8 = of7]o] ==Y, 53] SARE Adle 871, B4, 713 50l
Qs5t7] giZofl ARl Hls] Yooz FQot ouls =t & >
o4, 1992).
Walker& David(1984)

o

o Rl

)

AElA Als d8e WR 2T (make)st= 7
° |

o2 A
4] o209 7lEAel Thlolch. olejdt o] 22 AMAIY Hejo] A gstu

Lok S =g A 2 = & A AHlA AlF
ALY YRty ofzard] 2ACz AluEe Av|l29 F4A2 Z2t4 7]
o, I Zis BdXoz /A obEw SN B fN0z AZd A
ojtt. #BTF ofYZt AulA AlE Q1o Y Reht ofras]o] ARET 1
AL Al AE2 aEhet A3 7IF 7199 AesHS AT Aot
o 2 Av]&o]Eo] 7|0t wetA oA W S
gke. AZju] &2 M (transaction cost analysis: TCA)of 9)c}.
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3) Atglugto]2(Social Exchange Theory)
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AN BAfo] v]lgHh PTow HWAS A|&5tL, H

80| wol SW 12
& WAS FRACKHAUA, 2013). ABlH wEolA, B]§L S g
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(Turner, 2008).

Blau®] @&k ofgo] WESIL 9l & 7HAl 1Al shde ARtgol
AR g sl SAGH: gt 280 BaE W 4 o JE @] o
oltt. Blauw ©]2gt AR S Ate]A FU(Social Attraction)o]2til sty of
710 ol2jgt 2ejw A7) olejdt fAI7t wEE|A] o o wg WA}

ozl 714ttt AtojstE AHbe shuto] wEhtA 7F ot Aojet gzt
o AEI) AAE AL I Baut 9 7l 2

sk 290

WA 539 A4S QoRick £ ALY AE, £3 E: £7 10w
B350] 9rp. 1t Armf&oﬂw = Jbxl wps pEIck WA waol
oF wat, 9" Wil A2 b2 wAlo] ofs) vlwstn 1 FojA A
St 710l dohal AAEE v, W8 B4 Qe wAlol disiA e o]
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AFRA 9] H2Argo tigh 523 ooz A, Atg] o] &2 At
o|A AL O B&EHo] AN wed] gish = FReA4S GRS
AA wehp A wgho] tieh Afe]l W o]g9f siA F wiFof, o]u
2A YR =4 Ho] 1A ughs A-tste S ol U, uhA
8 AEd ou Abs #e] 59 FobollA w2 RAA TAb FHo et
A7 ALs] WSt o] 28 AEHSIS tH(Morgan&Hunt |, 1994 ; Zhao et al
2008).
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, FoAME 18.6%, QRHERIZ RS}
15 8%erz Uehic,
A0 YUY 4 @AY 100~30083 500~1000% 7%
Zo| 25.4%2 JPY we ¥]8S AT 1 1o 50~100%
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54 o]} 128 41.2

A 77 24.8
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Hee gateh 24etert
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£ st AS 7. &, 394 id2 548 vEsiY s O 542
¢ FAUE €2 7S Eole Aot AR 42 dubAl QolE
e Ay So] 9 JhR] skjaQlo® F&Estw 7i7to] si9jQQlSo] A
ARl B142 150 le7he &FAE o o]&st= Aot AR #A4°
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(Internal Consistency)?] o] Qltt. of Fofl 717 dg] AR&sta Sle
e WA QeAo|chEREIE, 2004).

2 AFolM+= Cronbach's o & ARESto] ZF AR W49 Al=]/g
Ptk A7 PN ABEE AdES S stel 2 g2
geslgone ofs = 710 HFWAS AmMEE Cronbach's a A%
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FtHZeller & Camines, 1980).

B 7o) Mely B Zumt ohgol <i 4-3-olxet Zo] Uepict
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Lee, 1992). Hair et al. (1998)+= QAN H717|&0] 2 BEO F7|
of o=t 285 #20] 10071 d= 0.550149 2 7HIH# ouj7t

9l R9I02 ZhEEtk m¥o] 12074Y T 0500149 g sHAIcHY
our} 9l @Qlo® ZHEEch ERo] 150742 Tk 0.450149] gre 7}
Aok ool 9k @Qlo® EEck EEo| 200U T 0.400]49)
e PR uivt b aQloz AEHNL g B APoAL
a0l 991 HMARIE 0601491 HLS QoI o2 st Aok,

TgAE 1 99lo] MYstt BAYS UEE o= of o] Fadt
a9t A dJujaith. 529 4719 2919 7o) DAL 6.388
2.354, 2.005, 1.7252 Ugton oA QRIFZF 7|&0=2 1JA] 10|49l
2919 £5 HACHRYZ, 2014). 2 9919 AL FHFQE 17.572%,
gzole]e 15.563%, A=A FFEH2 15.589%, P73 13.546%
= Mgstoaxn AR 62.27%=

R W DI L

4-5>0|A HojEoh mi7fE et SE5HES0] GAN Q0FA ZAaoA] i
F1)ol QAXAR|7} SHoba] AA = At

<E 4-5> Dj7f-E&W40] QoA AT}

B a9

o 1 2 3 4 5
A1]5 754 .062 137 .098 111
X126 750 .085 1189 134 1198
A1g]3 737 145 177 110 174
A12]4 674 265 164 .056 124
BNER 672 152 196 .064 112
A1]7 658 183 .062 1322 1193
A1]2 637 239 346 .185 .094
ok 5 074 731 200 176 042
ok 3 170 731 .095 200 041
ok 191 729 .034 .081 133
OF&9 153 723 1195 1130 .086
ok 1 224 663 156 117 184
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=743 122 178 748 .135 .065
=744 213 .033 728 117 117
=A7 .182 141 707 .097 .216
=x5 193 129 .687 119 .148
=71 .204 .182 .663 .062 .073
<492 .201 117 129 .825 .069
<94 .202 .155 132 794 .083
293 113 120 .074 7121 157
2495 .069 .296 172 .606 .089
=1 221 .023 133 111 793
T=2 114 131 .066 112 182
=4 .138 124 .159 .088 726
=3 .289 .164 .239 .099 .637
a8k 8.472 2.018 1.669 1.587 1.513
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KMOZ: 918
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Ao = 300
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2) 2olA QolE A (Confirmatory factor analysis)
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YARsol digt oA QoluA Aub: <k 4-7>0F Zol o] £
AR F/d(C.R.) o] B5% 1.960]4dojlBg2 B= QoI HolgF2 FAAC
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S =y
<E 4-12> B3 ZZo) gzt a9 AAF

=3 =35 3
74 Az HESH | HBETS CR. p 7Hd

A5 As 45
H1-1 | Alg<---AEFC& .137 137 2.084 | .037 | xR
H1-2 | A&<---AFA 2dFH 311 .243 4.464 | *xx | RjEH
H1-3 | Al&<---H7t=A .365 .305 4.919 | #xx | RjEH
H1-4 | A12]<---Ar5 0] Q] .060 .037 943 | 346 | 7|z
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ABSTRACT

The Impact of Integrated Third-party Logistics
Companies on Logistics Service Quality and Operational
Performance

—Focused on the Promoting Factors—

Tian,Yu—Han
Major in Service Operations Management

Dec. of Business Administration
The Graduate School

Hansung University

In recent years, logistics services have attracted attention with
strategic implications for the success of corporate business
(Mentzer et al., 2001). For most companies, logistics is an
important department and an important factor in cost. As the
number of logistics companies is increasing with the development
of the industry, a single logistics service has already been unable
to satisfy customers, and the demand for logistics services is
increasing. Therefore, it is urgent for logistics companies to face
bigger challenges by raising their creative consciousness. In recent
years, logistics companies have formed an integrated relationship
by combining the core competencies of individual companies
because it is difficult for individual companies to grow due to

rapid changes in the management environment such as resource
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constraints, customer demands, and intensification of competition.
From the perspective of overall cooperation, we must continue to
strive to achieve the goals of integration and optimization and
secure a competitive advantage.

A company that optimizes the internal process of the company's
core competencies as a strategic means to achieve competitive
advantage and scale-up, reduces costs, strengthens
competitiveness, and chooses to partner with a third-party logistics
company that is specialized in logistics to meet changes in
customer needs. There are many.

Logistics companies and third-party logistics companies promote
work under a common system of management and control based
on contracts, and under this relationship, third-party logistics
companies continuously improve services and promote the
efficiency of the logistics system. As a result, it is possible to form
an integrated relationship that jointly executes logistics plans and
strategies with logistics companies.

For logistics companies, the related assets accumulated in the
formation and reinforcement of relationships with third-party
logistics companies can be a major source of creating a
competitive advantage and increasing the operational performance
of the company, and shippers receiving logistics services have
unique service characteristics. As a result, a lasting relationship is
formed with the service provider. Maintaining these long-term,
lasting relationships can improve a company's operational
performance. As enterprises seek different ways to reach a
sustainable competitive advantage, the development relationship
between logistics and shipper enterprises becomes increasingly

important in the supply chain. According to the resource-based
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theory, in the development of'resource cooperatives', companies
can ultimately achieve market dominance by establishing certain
abilities within themselves by using integrated relationships (Moller,
2003). Logistics companies will improve operational performance in
corporate competition by converting the relationship factors of
trust and relationship commitment with third-party logistics
companies into resources of the entire company.

Logistics companies using third-party logistics companies in
Shandong, China to verify the causal relationship, such as the
effect of the factors forming third-party logistics integration on the
factors for promoting relationship and the effects of logistics
service quality and operational performance. A questionnaire
survey was carried out to people, and for the data established
through the survey, reliability analysis, exploratory factor analysis,
confirmatory factor analysis, correlation analysis, and path
analysis for hypothesis verification were performed, focusing on a
total of 311 copies. Therefore, the summary of the conclusions on
the research hypothesis presented in this study is as follows.

First, in this study, when Ilooking at the demographic
characteristics of the logistics companies responding to the
questionnaire, the respondents showed the largest number of
private logistics companies, and in terms of the number of
employees, it was found that the proportion of medium-sized
companies was the largest. After joining the WTO, the service
industry in China was generally open to the outside, and at the
same time, the logistics industry was also open to the outside.
This marked a turning point in the development of the Chinese
logistics industry. With the rapid growth of the Chinese logistics

industry, it can be seen that the scale of the logistics market is
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expanding rapidly, and private logistics companies are also
increasing in China.

Through factor analysis, the 20 questionnaire questions used as
independent variables for third-party logistics integration were
extracted as four factors, and the 27 questionnaire questions used
for the dependent and parameter were extracted as five factors.
Factors extracted from this study are information sharing,
strategic operational cooperation, compatibility, mutual benefit,
trust, promise, relationship commitment, logistics service quality,
and operational performance.

Second, according to the analysis results of this study, it is said
that trust is an important factor influencing third-party logistics
integration, and has an important effect on improving third-party
logistics integration. It was verified that trust has a positive effect
on information sharing, strategic operation cooperation, and
compatibility, but it does not positively affect mutual benefits. This
seems to be due to the characteristics and background of
third-party logistics companies. In the process of establishing a
trust relationship by a company, human relationships should also
be emphasized, and mutual trust relationships can be quickly
formed in third-party logistics integration, and this study also
showed that the effect of trust on mutual benefits was rejected
This suggests that corporate order and rules should be
supplemented.

Third, according to the analysis results of this study,
relationship commitment is an important factor influencing
third-party logistics integration, and it is said that it has an
important effect on improving third-party logistics integration. It

was verified that the factors forming the third-party logistics
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integration positively influenced strategic operational cooperation,
compatibility and mutual benefit, but did not positively affect
information sharing. This does not mean that relationship
commitment between partner companies is not important, but
because this study found that relationship commitment has a
positive effect on logistics service quality.

Fourth, according to the analysis results of this study, promises
have an important influence on third-party logistics integration. It
was verified that the factors forming the third-party logistics
integration of the promise have a positive effect on information
sharing, strategic operation cooperation, compatibility and mutual
benefit. Signing a contract between the two sides of a business in
a cooperative relationship shows a very important task in
operational management.

Fifth, according to the analysis results of this study, trust,
relationship commitment and promise positively affect the quality
of logistics services. This shows that trust, relationship
commitment and commitment can improve the service quality of
logistics companies. Trust, commitment to relationship, and
promise can promote the improvement of service quality of
logistics companies, but this study did not improve operational
performance of logistics companies through improvement of
logistics service quality.

Sixth, according to the analysis results of this study, trust and
commitment have a positive effect on operational performance. It
was verified that relationship commitment did not have a positive
effect on operational performance. According to the study of Craig
et al, (2002), similar results were obtained, and relationship

commitment was not found to be of great help to business
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performance. Relationship commitment does not directly affect
business performance, but research results show that partial
factors in the integration of logistics companies and third-party
logistics companies can indirectly affect business performance
through mediating effects of relationship commitment.

Seventh, according to the analysis results of this study, it was
verified that the quality of logistics service did not have a positive
effect on operational performance. The high service level of a
logistics company does not necessarily improve the operational
performance of the company, but the reason is that good logistics
facilities and high-level logistics services can compensate for the
lack of logistics capabilities of the logistics company as external
advantages in the integration process This is because this external
advantage cannot directly improve the operational performance of
logistics companies. Under certain conditions, logistics companies
need to raise their level of operational activity thanks to the
service advantage of third-party logistics companies, and it is also
helpful to improve the operational performance of their own

companies.
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