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ABSTRACT

A STUDY ON CUSTOMER SATISFACTION OF
HOME DELIVERY SERVICE

Young-Chon Oh

Department of Business Administration
Graduate School of Business Administration
Cheju National University

Supervised by Professor Hyoung-Gil Kim

Customer Satisfaction continues to bel among the highest priorities of
not only leading companies but also small and medium enterprises.
Especially It is very important for home delivery service as customers
want faster, easier and more convenient service. And rapid growth of
home shopping through internet and TV stimulate home delivery
business.

However home delivery business has lots of difficulties as there are
many competitors such as Korea parcel service by post offices, Hanjin
Transportation Co., Ltd. The Korea Express Co. and Hyundai Logistics
Co., Ltd. competing in price and delivering system.

The aim of this study is to review theoretical background of home
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delivery service, to identify quality determinants of home delivery
service and analyze their effect to the degree of customer satisfaction.

To accomplish these purposes, 430 customers of home delivery service
in Jeju were given questionnaires of which 385 were returned of which
365 were used for empirical analysis.

These analyses have been made based upon the Statistical Package
for Social Science (SPSS for Windows Release 10.0). For hypotheses, the
Multiple Regression Analysis T-test and Oneway ANOVA were made.

The results of the empirical analysis, in short, are as follows.

First, there is strong positive relation(r=0.489) between customers’
estimate for home delivery service and the degree of the customer
satisfaction. Especially customers’ estimate for home delivery service
fare(f=0.259) has the strongest effect to the degree of the customer
satisfaction.

Second, there is positive relation(r=0.352) between customers’ choosing
factors of home delivery | service rand ~the degree of the customer
satisfaction. Especially rapidity of home delivery service(f=0.212) has
the strongest effect to the degree of the customer satisfaction.

Third, there is strong positive relation(r=0.500) between the degree of
the customer satisfaction and reuse intention of home delivery service.
The degree of reuse intention of home delivery service of satisfied
group(3.777) was much higher than that of unsatisfied group.

Forth, there is strong positive relation(r=0.413) between the degree of
the customer satisfaction and the recommending intention of home
delivery service. The degree of recommending intention of satisfied

group(3.579) was much higher than that of unsatisfied group.
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Fifth, there were no significant difference of the degree of customer
satisfaction among groups of demographic variables.

Sixth, there were significant difference of customers’ choosing factors
of home delivery service among groups of demographic variables such
as sex, age, income and frequency of use of home delivery service

Seventh, there were significant difference of customers’ estimate
factors of home delivery service among groups of demographic variables
such as sex, age and the information source.

Limits of this study are as follows.

First, samples of data were collected in specific period and only in the
Jeju area, so the results of this study may have the limits of general
application.

Second, some variables such as customers’ estimate for home delivery
service and customers’ choosing factors of home delivery service were

not clearly defined academically.
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