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ABSTRACT

Kaohsiung Port is the main international commercial port in Taiwan, and
port companies are actively promoting commercial port-related businesses. It is
hoped that more and more ships will choose to operate at Kaohsiung Port in the
future. The shipping agency industry plays a very important role. The shipping
agency industry is responsible for the core business of ships entering and
leaving the port, supplemented by related businesses such as the arrangement of
the terminal handling industry, the negotiation of land transport operators, and
the supply of oil and water to ships. The purpose of this research is to use the
five dimensions of SERVQUAL to understand the factors that affect the shipping
agency industry in Kaohsiung Port. Snce the service quality scale has
considerable reliability and validity. In this way, we can better understand the
service expectations and perceptions of the shipping agency industry. The results
of the study show that the two dimensions obtained by FAHP analysis are in
order of "guarantee” and "reactivity", and the key success factor indicator is 1.
“Good communication and ability to handle shipping business.” 2.“The
company has a timely grasp of market information and risk management” 3.
“ Quickly respond to shipowners needs and responses” 4. “Srict compliance
with the contract” 5. ‘Secure and correct delivery of the consignment to the
destination” and other five items.
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Z | (0.42,0.996,3.869) | (0.205,0.309,0.537) | (0.595, 1.855,4.56) | (0.452, 1.751,4.558)

W | (0.031,0.203,2.314) | (0.015,0.063,0.321) | (0.044,0.378,2.727) | (0.033, 0.357, 2.726)

w 0.526 0.098 0.714 0.698

NW 0.258 0.048 0.351 0.343

®4-4 UIFEHZIEREEREEAEIES
Cy [ Cy Ca

Cy (1,1,1) (0.143, 0.487, 3) (0.143, 0.766, 5) (1,3.962,9)

Cn | (0.333,2.053, 6.993) (1,1,1) (0.25,2.618, 7) (1,4.477,9)

Cy | (0.2,1.305,6.993) (0.143,0.382, 4) (1,1,1) (0.333,3.054, 9)

Cos (0.111, 0.252, 1) (0.111,0.223,1) | (0.111, 0.327, 3.003) (1,1,1)

7 | (0.378,1.103,3.409) | (0.537,2.215,4.581) | (0.312, 1.111,3.983) | (0.192,0.369, 1.316)

W (0.028,0.23,2.4) | (0.04,0.462,3.226) | (0.024,0.232,2.805) | (0.014,0.077, 0.927)

W 0.558 0.852 0.626 0.208

NW 0.249 0.38 0.279 0.093
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®4-5 REBUEZIEREEMEBEES
Cs Csy, Cs; Css
Cy (1,1,1) (0.143,0.427, 7) (0.167, 1.596, 7) (0.143,0.379, 2)
Cy | (0.143,2.342, 6.993) (1,1,1) (0.167, 2.524, 8) (0.143,1.262, 5)
Cy | (0.143,0.627,5.988) | (0.125,0.396, 5.988) (1,1,1) (0.143, 0.228, 0.5)
Cy | (0.5,2.639,6.993) | (0.2,0.792,6.993) (2,4.386, 6.993) (1,1,1)
Z | (0.242,0.713,3.146) | (0.242,1.653,4.09) | (0.225,0.488,2.058) | (0.669, 1.74, 4.3)
W | (0.018,0.155,2.285) | (0.018,0.36,2.97) | (0.017,0.106, 1.494) | (0.049, 0.379, 3.123)
w 0.487 0.738 0.323 0.781
NW 0.209 0.317 0.139 0.335
®4-6 RIEMZIERBEEMEEEEES
Cu Cu Cus Cus
Cu (1,1,1) (0.125, 0.204, 0.5) (0.111, 0.332, 3) (0.143,0.725, 8)
Cu (2,4.902, 8) (1,1,1) (0.111, 1.527, 8) (0.333,3.318, 8)
Cs | (0.333,3.012,9.009) | (0.125,0.655,9.009) (1,1,1) (0.167, 1.53, 9)
Cu | (0.125,1.379,6.933) | (0.125,0.319,3.003) | (0.111,0.654, 5.988) (1,1,1)
Z (0.211,471,1.861) | (0.251,2.201,4.757) | (0.289, 1.318,5.199) | (0.204, 0.732, 3.349)
W (0.014,0.1, 1.519) | (0.034, 0.466,3.882) | (0.019,0.279,4.242) | (0.013,0.155, 2.733)
W 0.322 0.963 0.896 0.561
NW 0.117 0.351 0.327 0.205
®4-7 EEOZEREEEEBEES
Cs, Csy Css Css
Cs) (1,1,1) (3,4.789, 8) (0.25,2.611, 6) (0.125,0.755, 7)
Cs | (0.125,0.209,0.333) (1,1,1) (0.125, 0.367, 3) (0.111, 0.172, 0.25)
Cs; (0.167, 0.383, 4) (0.333,2.725, 8) (1,1,1) (0.125, 0.266, 0.5)
Css (0.143, 1.290, 8) (4, 5.814, 9.009) (2,3.759, 8) (1,1,1)
Z | (0.553,1.764,4.281) | (0.204,0.339,0.707) | (0289, 0.726,2) (1.034,2.304, 4.9)
W | (0.047,0.344,2.058) | (0.017,0.066,0.34) | (0.024,0.141,0.962) | (0.087, 0.449, 2.356)
w 0.58 0.104 0.259 0.706
NW 0.352 0.063 0.157 0.429

—315—




EWHBEA FEH—K Fol RE———F+-4

& 4-8 FMLIEERTEEAZEERBSEE

- s BOHEE
-ﬁ-\r i A E\, 3 EI = B
AR | REEE (A) A HER HEEHE (B) (C=(A)*(B)
Cn A E H e300 TYEREE S B CE i 0.258 (3) 0.017 (17)
Ci Al N BRI EATE 0.048 (4) 0.003 (20)
CiHIEM| 0.065 (5) -
Cis PRt E IR Sof b A3 R 0.351 (1) 0.023 (15)

Ciy N FHR R E B THRBtHYIREICS | 0.343 (2) 0.022 (16)
Cor B T ZEEMHBE R EEAREE | 0.249 (3) 0.064 (7)
Cop N F] PR TG EEN S M E B | 0.380 (1) 0.097(2)

C, A 5EME| 0.256 (3)

Co3 U ~ $RHEMFIERE 0.278 (2) 0.071 (6)
Cyy B T BER T 0.093 (4) 0.024 (14)

Ca BRI E e gk T4 | 0.209 (3) 0.060 (8)
Cx Y4 2 HOERERTE 2 H 3 0.317 (2) 0.091 (5)

Cs PREEME| 0.288 (1)

Gy (FifE H e BT 0.139 (4) 0.040 (11)
Cq PRI FERS B TR K B [ E S IH 0.335 (1) 0.097 (3)
Cy BT H SRR I R 0.117 (4) 0.033 (13)
Cy H RT3 38 S b PR EZE B HIRE 0.351 (1) 0.100 (1)
C,ZFEME| 0.284 (2) :
Cys BB STELRY 0.327 (2) 0.093 (4)
Cus BT HARRHED - LIFEAE AT AR 0.205 (3) 0.058 (9)
Csi FR U R TR < IR 0.352 (2) 0.038 (12)
R Cs B R RIRERF A R T oK 0.063 (4) 0.007 (19)
Cs [GHLN | 0.107 (4)
Cs; NRZEBBICTEAREER A 0.157 (3) 0.017 (18)
Cisa EELT A SRORER] B 5% 0.428 (1) 0.045 (10)
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