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ToH @=THChin, 1998; Wold, 1985). Wty 423 A4 270 279+ LISRELET £
4Age) Y PTREE 879N Gt PL7E & A7) APirin B pLS
2718 ¢ BEANYT PLSE T & TS OLS FARHS Aelzz 7HE BEA 33
IAYFE AT W) Agel FrEdel AASt BEed AAASE 44E &



SORATHY MHAETN YRl SFAY PARATL MulL DFE, REBE F LRYI0] OR= ¥ 97

ATHChin, 1998). Y¥HAH 02 PLSE SARYE Hrishs DAY F2EDE Hrlehes A
2 FE(Barclay et al. 1995)¥c}.

1) 5328

& z}*li}*é(composne rehabﬂlty)ﬂi w‘ﬂdﬂ% AgAEA e gho] 07014, AlgAdol e
Ao g2 7HETHNunnally and Bemstein, 1994). T FEIGAS BT EANFZHHAVE;, Average
Variance Extracted)@ £4% 4= 9t AVE 3ol 050]%8 o], AFEdo] §EE o=
Erh(Fomell and Larcker, 1981). PLS ¥4 23}, AVE gto] 0501311 A7/ de] §
ol W& WHE AA%, A FYRAE Hrlsldth A9d SgdFe

A QAL AAR2, AARln, AL 3 A3, AdseH, FA8E 33
g Figselth SRR HrldA AoE SFHUSE Asta, HFHR SHRLE
748t A3, A3 4 (composite reliability)©] 0.9129914 0960502 A Falo] AFA l !
YAtk 3 AVEE 0.637094 080228 ViER TAMNEe] AFEFAE FHEHTH

o] 3t

2
=
(123
(2

=
tlo
o

B 2 8829 24 24

A A3 0.8409 32.8114
A A 44 0.8778 423762
A A5 0.7318 19.3819
A4 A A6 0.8582 39.0118 0.939317 0.689528 0923292
A A7 0.8685 40.6344
A A48 0.8657 38.8588
A A 410 0.7570 15.3268
A#A1 0.8275 31.5903
A13492 0.8708 50.0982
A# 44 0.7666 21,5897
ER A6 0.8742 412426 0.945068 0.711328 0.931136
A7 0.7966 17.2628
SEEH 0.8714 53.6793
2549 0.8892 63.8611
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241 0.8259 269143
T2 0.8438 35,0586
443 0.8805 48,8661
T4 0.8316 31.5599
T34 0.956221 0.732036 0.947267
A6 0.8500 29.3880
TR 0.8781 544716
37448 0.8802 458143
749 0.8528 40.0108
FEAF1 0.7432 13.3887
FE2A 82 07495 169760
TEANGAY TENR 08070 235088 0912936 0637019 | 0882497
FEX 844 0.8274 32.0266
T2 g5 0.8897 38.7051
T2 346 0.7620 19.2541
FEIGT FEAdE | 100000 0.00000 1.00000 1.00000
HEE] 0.8852 437766
HEL) 0.9030 53.1653
)2 BEE3 09122 60.9903
HEE A5 05074 prpe 0.960508 0.802152 0.950316
HEES 0.8822 43071
HEL6 0.8833 44,1368
2451 0.8663 30.5691
882 0.8319 245522
A A E453 0.8093 256596
ge% FYEy 05060 259457 0.921785 0.662982 0.897575
2455 0.7604 20.4932
g4x6 0.8078 25.8728
231 0.7679 17.7446
e A2 0.7785 20,0878
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ABSTRACT

The Effects of the Service Quality of the TSO(Trade
Support Organization) on the Utilization, Satisfaction

and Performance of the Exporting Firms

Kyung-Yun Hwang* - Hee-Cheol Moon** - Myong-Ryeol Bae***

In 2010, it appears that Korean economic growth rate heavily depends on its international trade.
Thus, a sustainable growth of the international trade is very important to Korea. To increase export,
a continuous making profits is the most important to companies and TSO(Trade Support Organization)
needs to provide a trade support services to the exporting firms. In this context, this study aims to
provide a comprehensive analysis of the correlation between company performance and service quality,
utilization and customer satisfaction of TSO.

Some implications from the results of this study are suggested. First, TSO needs to boost the
utilization of its services by enhancing systemizing, reliability and empathy of its service qualities. And
then, TSO needs to encourage companies to focus on export-oriented business mind, since these
companies have tendency to show a better practical application and high degree of performance as
well. Third, TSO needs to develop some exceptional services for the companies with the low weight
of export in tumnover since those groups tend to have higher customer satisfaction. Our major findings
contribute to the trade support service planning of TSO.

Key Words : Trade Support Organization, Service Quality, Service Performance, Customer Satisfaction,
Systemnizing, Reliability, Empathy.
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