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Abstract Even though the Korean military continued to develop military logistics support systems,
sufficient research on logistics service has not been conducted. The main purpose of the research
is to examine employees’ job satisfaction of logistics units by logistics functions (the ordnance, the
supply, the food), and further the relationship between the job satisfaction of logistics units and service
quality of the user(combat) units. Some results are as follows. First, the job satisfaction among
logistics units was significantly different by functions. Second, the tangible among service quality
factors of user units was been significantly different among functional units. Finally, through the
post hoc analyses, some meaningful results on service quality were also identified.
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An Empirical Study on the Relationships among Job Satisfaction of Employees, Service Quality, Customer

Satisfaction in Military Logistics
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Table 1 Demographic Characteristics of Staffs in Army logistics units and Combat units

Army logistics units

Combat units

Character Items Frequency Ratio(%) Character Items Frequency Ratio(%)
supply 103 346 supply 105 34.6
Function food 55 185 Function food 75 24.8
ordnance 140 46.9 ordnance 123 40.6
A 80 26.8 A 75 24.8
. B 89 29.9 . B 75 24.8
Location C 70 235 Location C B 2438
D 59 19.8 D 78 25.6
supply 103 346 combat 28 9.2
s a1 T0d CSS 142 46.9
under 1 101 339 under 1 33 10.9
Appoint 1-3years 92 30.9 Appoint 1-3years 105 34.7
-ment 3-byears 38 12.8 -ment 3-byears 59 195
beyond 5 67 224 beyond 5 106 35.0
male 254 85.2 male 284 93.7
Gender fernale 41 143 Gender femnale 19 63
officer 73 245 officer 22 7.3
" BEQ 154 51.7 o, BEQ 252 83.2
Position WO B 10 Position WO m 36
CPO 59 19.8 CPO 18 59
less than5 98 32.9 less thanb 78 25.7
Service less thanl0 57 19.1 Service less thanl0 74 24.4
term less than20 102 34.2 term less than20 95 314
nore thaniX) 41 138 more thanX) 56 185
high school 67 225 high school 93 30.7
. college 9 332 . college 137 45.2
Education university 112 376 Education university 62 205
graduate 20 6.7 graduate 11 36
Total 298 100.0 Total 303 100.0
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Table 2 Cronbach’s a of individual scale

Wol] 851 & WY
W daAdE @A
TE olgdte] MNFEE
°of A=Y HA Ane

o HE QL0
Abgl el = 70 o4

Scale Subfactor Item Cronbach’s a
Job content 5 A
Senior relationship 5 92
Colleagueship 5 91
.JOb . Wage/Reward 5 0
Satisfaction o
Job training 5 85
Job environment 5 30
Total 30 A
Tangibles 5 8
Reliability 5 90
. . Responsiveness 5 91
Service Quality Assurance 5 91
Empathy 5 90
Total 25 97
Customer Satisfaction 5 92
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Table 3 CFA result of Job Satisfaction, Service Quality, Customer Satisfaction scale

Factors Items CFA
Std. Loading S.E. C.R. CCR AVE
authenticity 54 .07 9.26 84
accomplishment .82 .06 15.15
co{g:nt pride 83 06 15.40 53
own decision .58 .06 10.02
pleasure .80 - -
J listening 81 08 13.39 €2
o . guideline 87 .08 15.04
b relig‘;"srhip active solution 93 08 16.09 70
respect .85 .08 14.70
access boss .73 - -
S friendship 78 07 13.35 91
a reliability .88 07 15.34
Colleagueship help .82 07 14.19 67
t cooperation 87 07 15.07
i interest 74 - -
s compliment .56 - - .80
wage level 52 16 7.19
f };Z jf;{i fairness 67 19 851 46
a instruction .30 17 9.38
c welfare .79 .19 9.30
t business hours .75 - - .85
i . info-system 74 .08 12.47
1 Job e“‘”tr"n cleanliness 79 07 13.37 53
o e safety 56 07 9.25
time guarantee 79 07 13.33
diversity 65 - - 81
meet demands .53 11 7.94
Job training many program .70 12 10.13 46
completion 76 10 10.75
instructive 74 12 10.55
X2=879.28*x*x*, df=390, CFI=.91, TLI=.90, GFI=.83, AGFI=.80, RMSEA=.07, RMR=.05
new equipment facility 50 15 6.43 77
cleanliness .68 14 7.61
Tangibles appearance 72 .16 7.81 41
S environment 75 17 7.96
e info-system .49 - -
r timely service .76 12 11.11 .90
handling difficulty 87 14 12.34
v Reliability trusting service .88 13 12.39 64
1 wanted service 75 13 12.14
c correct property book .63 - -
sincere service .84 - 91
e R . notify service time 76 06 15.85
esponsive - - -
active service .83 .05 18.25 .67
Q Tness complaint handling 86 05 19.59
shortening CWT .80 .05 17.06
u accurate process 84 - - 92
a stability .79 .05 16.79
1 Assurance politeness 81 07 17.53 69
acknowledge .86 05 19.37
professionalism .84 .06 18.46
individual concern 71 .06 14.35 .90
y convenience .80 .05 17.33
Empathy respect 77 .05 16.29 .64
unit interest .87 .05 20.08
understanding desire .86 - -
X?=698.05+*x, df=265, CFI=.93, TLI=.92, GFI=.84, AGFI=.81, RMSEA=.07, RMR=.05
Customer overall service 88 ‘ - - 92 71
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service activity 91 08 15.03
. . taking advantage 91 07 15.43
Satisfaction service quality a7 08 15.41
level of equipment 72 08 13.14

X?=33.72+xx, df=5, CFI=.98, TLI=.95, GFI=.96, AGFI=.87, RMSEA=.14, RMR=.03
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Table 4 Correlationship coefficient between subfactors of Job Satisfaction scale

Senior

Job

Factor Job training Wage/Reward relationship Job content environment Colleagueship
Job training 1
Wage/Reward 79 1
Senior - .
relationship 56 51
Job content 537 46" 55" 1
Job . R . g
environment 78 72 61 53 1
Colleagueship 64" 50" 637 587 1

. % p<0B, #x p<01, #xx p< 001

Table 5 Correlationship coefficient between subfactors of Service Quality scale

Factor Tangibles Reliability Responsiveness Assurance Empathy
Tangibles 1
Reliability D5k 1
Responsiveness IR RSGEEES 1
Assurance IEEE RSTEEES YA 1
Empathy Blsxx NGEEE B BBk 1

F. # p<0B, #x p<l0l, #kx p<l 001
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Table 6 Functional difference on Job Satisfaction factors

Total Ordnance Suppl; Food

Factor AVE | SD | AVE | SD | AVE ppysn AVE SD F 5P| PA
Total 404 53 416, 04 4,04, 05 3.5, .09 13.03 sokok a>b
Job content 4.24 60 431, 29 427 A 4.01, 68 498 *k a>b
Senior relationship 4.32 Nat 4.46, 62 4284 75 4,04, 18 761 w5k a>b
Colleagueship 442 59 4.55, 55 442, A 411, 66 11.81 sokok a>b
Wage/Reward 364 73 3734 70 3.62a 71 344, 82 3.26 * a>b
Job training 384 10 3.97, 65 3.83, 67 3.52 .80 840 selek a>b
Job environment 381 4 3.97, 70 3.83. 66 3.39, 35 13.15 sokok a>b

F. % p<.0B, #x p<01, =+ p<001 , N @ A¥] 123, B 105, + ¥ 75

Table 7 Combat unit perception of Service Quality according to functional units
Total Ordnance Supply Food
Factor F SP PA
AVE SD AVE SD AVE SD AVE SD
Total 3.96 67 4.00 63 3.88 4 4.00 65 1.13 - -
Tangibles 3.56 .70 3.70, 63 3.3, N 3.62 65 7.16 ok a>b
Reliability 412 3 413 67 412 77 411 79 .02 - -
Responsiveness 4.02 78 4.03 .76 3.96 85 411 .70 81 - -
Assurance 4.14 76 4.15 72 413 83 4.16 73 05 - -
Empathy 3.93 79 399 NG 3.81 86 399 16 167 - -
. % p<05, #* p<Ol, =+ p<001 , N : A4 123, B5 105 5% 75
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Table 8 Perception difference of Service Quality according to Job satisfaction

(two units : upper, lower)
Factor Lower unit Upper unit DA ¢ sp
N AVE SD N AVE SD
Total 3% 394 6 70 397 64 03 23 -
Tangibles 3% 350 67 70 378 56 8 2.29 *
Reliability 3% 407 79 70 406 66 -02 -1 -
Responsiveness 3H 4.04 73 70 401 18 -.03 -22 -
Assurance 35 4.16 72 70 4.06 74 -10 -68 -
Empathy 3% 394 81 70 397 78 02 14 -
. % p<05, #=x p<.01, #=#x p<.001
Aok gglom, A 47 flelAE AFE  AMSRUE 47 A9 delguor T8
Bt OIS Folzh vhEREA gk olsle]  stel TR ARWHESE AHgRU Ay
A AHERU BEAD AN2EAS B4E W 2EQ A9 JERAS BAsAEd, 242
Al &R Y WEet A vEbd dAtol2 = Table 8o AAIE wbeF 2ok [k 1F Aol
2 FEAL vl Al Houw umA 8 AA Ao e AR aFE Y ejlE F
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CEER o AFREo] ¥ R AL Wi ALY
HFRUE P Fut wFHo) X X oY 434 A4S ATEIo] B Byjel A
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Table 9 Perception difference of Customer satisfaction according to Job Satisfaction
(two units : upper, lower)
Lower unit Upper unit
Factor N AVE sD N AVE sD DA t SP
Customer .
Saticfoctias 409 7 70 407 7 02 -1 -

F. % p<0b, w*x p<.01, #=xx p<.001
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