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ABSTRACT

Thee aizm of this study & Io snsfyze the overal] sereioe guality of sesports im Nigerla forwsing ar the Apapa
ot conrpdey, Lagos. The chedy ueed SERVQUAL mandiel and strichersd aquation sade to amalyze the ars-
Inmer's perception from e seeport wsers amd povd epenntor pig strescfured questionmsine. From the susiy
sis, SERVQLIAL moddel resul? shmes marious rebrtionships that exict between the overat! guslity of service
avad feeir indicators. Ports aed cusfomers expect more thew mhet Hiey peroeie therefore poris and ms!
slrive fuard fo imeprone all the serpioe quafily dimsesions for fmprosed customer srticfaction. Hymodkesis
resuld shows @ posifive sud stigaifoomd relstionshne bettoeen ooerall servioe gualify owd fomgibles. Becomr

marnda foves o TR rious poficy frrplicatiors on Amp fr cresle e strafegies o improne cusfmer saligfae-
o af e mrtion s parts.

Krinoras: sy qualihy, srapord, SERVQLLAL musdil amd prrorpion.

INTRODUCTION

e p:rl'-l:rtal role of maritimme Ir.m.rpcn't in the socioeconimic, transformatiomal du.ng;e:

and political development of nations all over the world is very crucial and well recog-

nixed as the most cardimal factor for growth and development. This seems o reflect in

the most recent studies of industrial growth and prodwctivity which continues fo pay careful
atbention b the immenss contributions and importance of this aitical industry and vital sub-
sector of the global economic system. The sodal needs for maritime transport has bo do with
b Bt !'h'_'ll!."!- in :nl'u‘inE huaman Frrd:l:n'ul-, Epﬂ:iall].' reEard.irlE n'l:lcml:il:mal-:i.nd.urtrr modali-
fres, recreational fransformational Iink.age: and business-transactional E:l:d'lﬂ.l.‘lﬁﬂ_. as well as
the movement of goods and services across African contimental borders (MPA 2001). The mari-
time industry includes all enterprises engaged i the busimess of designing, constructing, man-
I.I.fa-l:l'l.l:l'-ﬂ'lE,. a-nql.l:ir.ins_. n'p:raﬁns, m]:lpl}rinﬁ, mpnir.ing: and/or maintxining vessels, or COTP-
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nent parts theresnd: of m.m.aginf; andor nperari.ng :h.ip-pinE lini==s, mred.m'lng and ocustoms
hrul'.erage SPTVIORS, .'d'l:il:l}ﬁl:lﬂ!i,, |:L11.r dock=s, marine ra.ilwa.].'!;, rn.anrl.empmr.ﬂ'u'lpu,ﬂlippmj_:; and
freight forwarding services and similar enterprises.

Gener.al]!.', the= i.rl.n:h.l.!.'trr embraces all the maritime-related business achivities which Lal:ep]:u:e
wikthin the country’s maritime environment. These inchede offshore economic activities such
aﬁ-ﬁ:.hhf;. :a]va.ﬂr. bnwage, underwater resounces and onshore sconomic activibies nﬂhup-urt
achivities, maritime h'a.:upnrl [.ﬂuppunﬁl. .ﬂu’p construckon, n:pa.ir: and mainbtenance acinvities.
The maritime industry plays a major role m this and most of these ansactions are done
II'Lml.l.gjit}I.-:.l.-a. Dhae to the imp-u-rl:m'r::nfthc i.ndl.u'h':r utdhlkmglrrhe,vnrimn‘pwbmﬂ fer-
mimals that are involved in the maritime activities, there is nesed f-.'rl'sl'l.ld].' on haow o manage
the overall qua]i'l'_g,r-ul'mrl.rin: of the seaparts. The evaluation of overall cuskomer satistaction at
the ports ix very vital =since the A.Papa ]:l-l:u'l: in 1:E|.||.-.'|'|:iu1 s EIPEI'.iEI'I.lTi:I'lE SECHILS L'l.'l:l'lﬁﬂ'h’l:!‘l is
sun-..l:l'u.-ml:rf maHnE several vessels and ﬂ'uH:-u.nE mnparl.i.ﬂin divert their vessels B0 eastern
ports. l_|:||zl|.:|.I theere: are movemment nl'Ennds which mvolves much ]nr;i.:l'.i.c: and Phnn.'nE. To
thiz end, d.n:'ln'ﬂ'l.ng qu.ali.t].' seryvice b port wsers ix & masst for success and survival in today's
competitive port environment. The last decade of service quality research has reported that ex-
cedlent service is a profitable strategy becowses it results in new customers, more business with
E:IiIIiTIE customers, fewer lost customers, more insulation from '|:l:rine l:nm]:letilirm, and fewer
miistakes requiting the performance of services. (Parasuraman, 1988).

Seryice touches our bves every day. Efficeent and effective service delivery is essential for the
eConamy tex funchon amd enhanoe the |:_||.1.ali.'t}' of human ife In E,El'ml ferms, cusiomer syt
faction is =een as the sssential determinant of busimess sucoess. On the other hand, 2= the com-
p:ﬁﬁmhuimemrd.mwty}mbmn identfied as a determinant of market share, re-
furn < investment ud:nﬂrﬂducﬁmulhus,ithmnuniﬁ:ﬂhmpnmt:mtm
safisfacton leads o ncreased marked share and more ]:u'nEI. Service 1:|:'_E|;a.rl.i:'.alil:l'lﬂ-l :IT.I'LE'I.'I'IE
fromm small business cwners to large corporations, existing throughowt the business world, are
mru'l:a.n'ﬂ}' .wcki.n.g Lulique m}rsnf dﬂfﬂ:nthﬁnﬁ HI:i.rderi.nE. The port i.ndu:i:r:,r is N excep:
ﬁwLMﬁmmmY:hanm:ninElnﬂwﬂiFﬁmpuﬂhdmh}'u a.rm.l.'ll:nfﬁinba]i.zalim
liberalizabion and Fr.ivali.:al:im programs, i.n.-_'lud.irlg ﬂ:pm'n.riun and intensibcation of compee-
trbon from the nEiEji:-uu-i.ng 'Purl:-nfl:n'h:nnu amed I.TH:I'EH.I-I'IE customer url.:i.tii'il].'. thi izsue of
service quality has gained considerable traction.

The demiand for port service is a derived demand and ports must follow service quality trends
ntherwise they will be lefi behind, especially if there are aliemative transport systems that
provide quaality services which do not require cargo bo pass through ports. Within this cone
texct, evaluatimg service guality ofered toocustome s in ports becomes very essential in the Ri-
gerian port industry. The Migerian eoonomy has witnessed exponential rise in importation
nEgund.:inn.-::lu Hmﬂ.ﬁmhﬁﬂhghmhmﬂdm@iﬂnaﬁtpﬂﬁﬂlﬂrmﬂﬁﬂ
EEoans are p:i.rli}" attributed to a fvorable bBusinmess environment, nl:ﬂ.ﬁm'red.bylib:ﬂl:i.uﬁnnnf
trade in ﬂh:mm'h':,r, siablie Pulil:il:l situakion and, aboye all, the craze ln:i.mpm1 m].'t'h.ing. EVET
toothpicks.

The nature, characteristics, prospects and d.'l.a.llsign of maritime ]-ng;i:l:in:l service and adminis-
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tration i redagsom ko Efﬁi:ienl::.r, prnd.u:l:'nf_g,r amd np:rali.-:rna] p:rfmna.ru:: of the overall secior
of the economy is of great concern that needs holistic and progressive government inferven-
trore This s becanese, P-El'Earnunn:, F:du:l:i.vi‘t_:r and clear-cut adminstrative aﬁ;il:il'!,r, abilzty,
management and competence of this all-important sector in Nigeria within the condines of in-
ternational reglllaﬁnruand comvenhions, have been left to thee whims utd.:apdnu nl'un]:u'nEﬂ.-
sional Managers, who know Ii.I'EIE:u'nnﬂ'l.inE abozt Ihl:-dul.ln'lﬂe: within the maritinme secfor.
It i:mg'n:ﬂ.ahkm state here H'ut,h'iﬁinmﬂfri:mneﬂiiﬁ,iti:bﬂliﬂredand it is t'u'}-ntu."i.-
ous amd evident to knowr that, amicigs all thee subsector of the Hﬂargﬂ:’l nperali.ma] ECONOMY,
marifime transport seems o be the only indusiry that promotes mediocrity and unprofession
al excellence in the way and manner the industry operations are run and managed as the case
miay be. Howrever, lille literature di.l'e:l:]].' addresses the dimensions or determinands of servicoe
quality i transport. Such dimensions or determinants are reflected only through the service
factors in the selechon criteria of Eramsport elements, such as carriers or modes.

A search of the related literafure reveals that most of the literature address the issue indirecthy
through carrier or port selection dedsions rather than directly through the atiributes of quali-
ty dimensions of marthime I'ra.n.'lpl.'ﬂ-n:ln.ll.-d. services. MNeverthebess, I:hrnug:h the analysis and
discussion of the selecton varables bassd on Emu.ln.d factors, one can idmﬁi}r the service-
and performance-related atiribubes that are within the scope of dimensions of service quality.
Pearsom’s (1980) finds that the most important criteria to be fexibility. On the quay, speed of
transik, Ielia.bili't_g,rmd rcf;ula.ril'!r Ema!l'jr influenced customers’ carmer chotee. The issue of car-
rier selection decisions in liner shipping was examined by Brooks (1985, 1990), in which the
carrier selechon criferia are fl.'EqI.l.ﬂ'h.'l._F of r.u.il.'irlE:, fransit Hme, direciness of :-niIinE:. on-tme
pi.:k-ul: amed dEI.i.'l.rer:.r, oost of service, u:nperati.ﬂn betwesn 'pemunr!L CArTiET EIE:l-:il'.liIil.'_!."r fast
claims respnLe, tl'a-l:i.l'ls capul:-:i.l:il':,-' of the carmier, sales reprﬂm‘la'l:i\.'e. carrier's :Epuh'l:i-un for
refiability, past boms and d.:l.l'l!.a.EE erpen:n:r informational nature of n-dveﬂ'ud.ng and carmer
appropriateness.

Dracula ef al. (1999) reveal that SEEVOUAL may be better represented by a more parsimoni-
ous {ie. three-dimensional) factor structure. Slack (1985) is probably the pioneet scholar who
examimed the criteria Iha'r.-'-"'l:ippen use in their port sedection decisions, which inclede sixe of
pthquimepmaimil}'qumt port d'u:tq.-s,pm't mrm'ity:uﬂmmﬁ:lmimdnﬁby
Murphy et al. (1989, 1991, 1992) show that equipment availability, shipment information and
boms and damage performance are the three most important carrier selection factors amicng
Ir:i.Ehl forwarders, while for infernational ports s leciion factors are -uquipuml: availabiliby,
boss and d.anuﬁe pﬂ'fmuam:l:, ]an'ﬁe :I'l.i.'F!nErrl: mpul:il:il:i.en and convenient FiI'Ji.lI.I.P and delin-
ery time. Tongzon (2002} finds that port effidency & the most important tactor in port choice
and performance. Meanwhile Lopex and Poole (1998) indicate three di i contributed
to I:l'he-quali.t_'!.' nl:']:lm1 S rViOns, mﬂ'h!l!.',EfﬁtiH‘ll.‘?‘_. bmeliness and i.m:rll].- UE'bm'u.a et al. (A}
finads that all service quality in mardtime transport SERVOQUAL dimensions were valid. Mean-
while, Frankel (1993 reports that Hhe E-u]lnw:ing_ nime criteria indicate the major qualil!.' OO
cerns with :regan:h; to limer !hip-pi.nE Y RO rdia'l:lilil'f of mervice, time of service and mainte-
nance of defivery time, .al.'.a.il:lb:il:il':il' -.'rl"pn:lu'l.iud. or adverbsed up.t:il':.r, Cargo u.frl:].' mcurih__.r
and mainfenamnoe, CArgo flow control and u'a.l:k.i.ng, documentaiion and information Hows ef-
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fectivensss ['I:imel.'in:um'll:lan:l:u:aqr}, Cost control, I:lilli.nga:ru:lmlt mianagement, servioe stahes
control and ]:Imjccti.nn. infermodal management.

The notion of service quality in maritime transport nowadays has far exceeded the scope of
sebection criteria decisions on carriers or ports, In a range of literature on quality in shipping,
or “guality shipping.” Cality has a broader definition than purely providing quality services
and conitains many pther elemenis. lI;!"|.|.=|Ii.l:|.' ﬂ'up'punE m F-ml:'l:in: i.n:l-m:l:r'mlalnd [ {a] HEH:,r and
i tal protection issues, as emphasized in Havwkins (2001), Bengison (1992), MPA Sin-
gapore (2000). Botterill (1995) also stressed the important conbribution that quality manage-
mienk cam miake tnnhip-pinﬁ where :afn.-l'_!," managemient iz B5 percent of :hi.]:! mianagement and
r.':l'EI].' management = 8BS percent of a qu.a]il.}r management sysbem. The critical mle‘l:ll‘LEEﬂf
r.'u.l'EI}' and environmenkal 'Pmlecl:i.nn rnmn]m:li'l.ﬂ:l:]i#rl:ma ru.-wand.:ind.i.i]:lu:l:ahl: di-
miension of maritime transport services: corporate social responsibiliby.

The shipping community and society nowadays are very concerned with the safety and envi-
ronmental profection awareness and responsible behaviewr of service providers in maritime
fransport. 'Ll'rl.d:n.i..'u]:!]!.'. when an accdent such ax an ol :l:rill ooCers, i is niod -nnl'!,r thie= COETI P
n].":- sharsholders who suffer with loss of property, but also other stakeholders, for instamoe
ﬁ:.her!,r and tourism mdustries, who must bear the O TIORS of such an accident. Tt is mo
!.'urpri.ie then that in the ﬂti.p'p:in.g i.m:lush'r, corporate social IEIFID:I'L'Eﬂ:IuiI‘}' is amocabed with
thi= concept of qu.alil:_ll,r, and q'ua]ir_gr services of manbme I:mupm't minst :iru:l:lrpm'abl.- this dimen-
sign. This 'n.u.-'l.'rpul.nl has I:rl:miru:rm-in_@}' a.n:lr.nnwl.l.-dp:d I:r:,-' 'pml:ﬂinn.als, academia, mbema-
rimulgmmhgbudh:mﬂﬂakﬂmldn;hﬁemhhmkmindwq’,mm&md m the
works of Ruiter (1999), Gratsos (1998 and Eliades (1992), and by some initiatives such as the
Gireen Award (Green Award, 2004) and the Eco ports port project {Eco ports, 2004).

1§ can b seen from the above that :.El'\.'.il:l.-quali.t].' im mari s transport nuarmnnlml.}' sabe, re-
liable, El’l':i:in.-nt‘h'a.mpnrl services, buat almm-:ial]}' I.'E'.'I‘]ﬂ'llibl! behaviour and acneities rega.rd.r
ing safety and environmental protection concermns. Evidence in the Iiterabore indicates that ser-
vice quality has become a major strategy for ports at improving its performance. The expected
result of this project is to identify and assess the key determinands of port service quality and
to determine the qualil:,! of service ofered I:|:|.I A]:!.apa port in Nigeri.'u u.liigSER'lp"l;lU.ﬂiL miniel
and a Customier Index o measure port users” level of sabisfaction at these ports. Belevant Liter-
aheres in port service quality were reviewed o give relevance to the survey. Data for the study
wiere oodledied via a well-struchoered quﬂl:in'ru'l:l:ire.. amalysed, and PEnIFtII:I‘l ard E:-:pecl:lim'i
Fap =oores evaluabed. I.nl:rﬂasingl}r over pasi dircades, there has been I'Ed:-l:lﬁlﬁl:i.n‘l.‘l from Erans-
port operators that improvement in transport service quality is critical in achieving a differen-
tial advantage over competition {Cotham et al., 19%69).

Mlambme transport in R‘iﬁurja dheals :rnai.rll':,.' with the 1:1.|1.1|:|-|:|r|:|1.i1.11 or miovement of Rnud:.
large cargo and other commaodities from the shores of the country to their destination coun-
fries Ir].' sea, To this end, it = very E'I.ari.nﬁ_ﬂut the maritime sub-sector of the :-:n]arﬁcd sectior
of the African nabon's states suffers, like all other sectors, from the elecs of mited resournces,
of whach Ni.grri.a is hard l'l.il::inlh'ur-eEa.rd whmu:m]:la.red with other African States (Mdikom,
H13). The problems and challenges facing this method of cargo ransport ranges from: quali-
l}'nE seTvice, cost a.n.dprir.irlﬁ:y:km b}"SEEl]:lﬂTL'I-'lTId shi.]:!Finﬁ; n:m]:la.niu b pverall cusbommer
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satsfaction. The understanding of customer’s needs within a seeming competitive maritime
industry has become an important factor for service providers” successes. Satisfaction has be-
come of great inferest to practifioners becawse it is important to oestomer retention (Paterson
et al, 1997, Sedon, 1997), Thene are also various restrictions that make Mantime industoy dif-
ferent from those i.n.ntl'rl:r'pamdﬁh'im utdﬂwwurldel'rﬂcpnﬂ:npﬂmleatnhblishd
mimdrmum levels of l:lf:l:_g,r, mn.n'il::,r. -n-'|:||=m1i1.'u'|al p:r.fmnm'h:: and standards.

In conirast, as far as ]:!rn:eptimn B concerned, the inferest Bes in how well the uru‘inl.-'l:u-nvi.d.-
E:rpla_'!.': his role. The sconer the service Fuq:'l.':i-dmcan:im]:!m'.:e thetr service :ruhl:g', the more
they are able to help customers bo receive what they want (Cook, Macaulay & Coldicodt, 2004 )
It is rational bt focus on examining the relationship between perception about the service qual-
ity and service quality dimensions as a potentially important dimension of customers rebention.
Customeer kyalty is the most common marketing strategy that companies attempt to imple-
mient in their businesses. It & kess expensive to retain existing costomers than o obdsin nesw
customers (Reichheld & Saccer, 1990). Researchers sugpest that customer retendion is a foows
on the behavioral intention o repeat purchase behaviour (Henmig-Thuoraw & Klee, 1997), [tim-
proves service quality and customer relationship (Hanson ef al., 1996). Mo reseanch explicithy
Erpll:m:d the :rl:l.!l:i.mul'l.i:p ATTHITLE ]:Im:l:lmplim'l. abownt the service, service :le.'ir:,' and cisiom-
T refenianm E:q:llnri'nﬁﬂrr:lal:inrdl:ip among '|:|r|.-:|:|r|.|:|:|:lli|:|:n.. SETVICE qua]i.tgr and customer re-
tention adds io the knowledge base.

Drvertime, marifime transport has become a magor means for i.111|:u:|rt ﬂ.l'l.d.ﬂ'Pﬂ\.l't of Humtl. and
other forms of international trade by sea as well as provision of shipping services. Taking into
considerstion of service |:|I.I.a|i|.'_!|l' parameters for im]:!m\rd uru:ineperfm'n'hann::, SErVice qualil:_g,"
and customier satisfaction, thee SERVOUAL model measures the difference bebween castomiers”
cxpectations and perceptions in terms of performance within the Nigerian maritime indwstry
using various service gquality dimensions.

The lundamental problems that have contribubed to the harsh operating environment of ouar
ports are: I.naduqu.alr'bﬂ'l.l'ling space, poor d:led.E;inE Fmblenu-.. draft restrictionflevels, sea Fri.v
racy F-ml:lln:nu., reduced channe] widths doe to :i.'ll:i.n.g and unwhaolesome obstacles, absemnoe
of da_'!.'l.'iﬁhl: hours [shifts), dodk labor Fru'bﬂuns, advanoe prruri'h::l.ng; of vessed call, vessel de-
lay problems and inadequate funchioning plants and equipment. Improved service quality
in the future = the critical factor that will determine whether the business will sundve or fail
(Thomipsom, Green & Bokma 2000} Belter service quality bypically helps to get higher market
share and better returns (S & Mouw 2003} The aim of this shudy is be asess maritime service
quality and customer satsfaction using SEEVQIUAL model] thoowgh the following objectives:

L o identify various servioe indicabors at the seapoet;

L boexamine the key determinants of port service gquality;

i, boexamine the averall quality of service offered by shipping lines at Lagos Apapa port;
iwv.  boexamine the overall quality of senvice;

V. by enammvine thes safety of servioe; and

vi b examine reliability of service.
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Hypotheses
To achieve a H-I:lﬂd result from the xl.'ul:]!.'. h:.'pulhnis- will be tasied as tolbow;

H : There is no statistical relationship between Cverall quality of service and Tangibility
perceived by port esers
H : There is no statistical relationship between averall quality of service and responsivencss
perceived by port esers
H_ There is no statictical relationship between overall quality of service and assurance
perceived by port esers
H,: There is no statistical relationship between averall quality of service and communication
perceived by port esers
H,: There is no statistical relationship between averall quality of service and seourity
pt:rcuh'ed.b'!.' port s
Stady area: Apapa Port
Alnpa. Puort Cl:n:n]:!l.e:l-:, also known as the LaEns Post Cnmplr:-q, i Nig:ria': Iuﬁﬂl and bussest
port complex. The complex consists of several facilitves induding Apapa quays, Third Apapa
Whart Extension, Apapa Dockyard, Apapa Petroleum Whart, Bulk Vegefable Oil Whari, [jo-
ra Wharf, Kirikiri Lighter Terminal and Lily pond inland container terminal. (Salisu & Raji,
HI 7 The purt was fnanced amd basilt I:!.' Hher eodiomaxl government of Hi.g:rin, it became the
nation's busiest port for exporting agricultural produce from the provinees of Western and
Mortherm Migeria in the late 1920 Administration was transferred o the Nigerian govern-
mienk upon H.'u:gra.lﬁnguf n-_'ll'ngmre-n'ln'bent amed S, H'Emmp{ﬂ: was divided into btermi-
nals and contracted ook bo private operators with NPA acting as the landlord and regulator.
The Migeria Forts Authority owned and administered operations in Lages Port Complex from
1956 until it was concessioned i 2005, During this period most of the services within the port
mpﬂ{nnﬂnﬂ I:r].' MNPA except E-I'.I:I.'Hblh"ﬂdnl.‘il‘lﬁ.ﬂ.l‘l.d. nmu[nclu.ri.nﬁ_. Im 2005, 'IfI.ED.‘I'IﬂF‘E:i. Was
divided mbto multiple terminals and solbd o private operators o manage for a set number of
years (Saliu & Raji, 2017).
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Fig1:  Lagos Stute showing Apapa pord.

LITERATURE REVIEW

.ﬁ.nanal:.rs-i:nf port l-El'\.'.i:Enl:p.ulil':.r and customer satisfaction (Yeo, Thai & Eoh, 3015) the case
of Korean confxiner ports aimed at shedying the significant influence on the satisfaction of port
customers at the container port. The study used a model that was validated through a surnvey
af 313 members of the Korean Port Logistics Association (KPLA) Partal beast squares skruchar-
al equation modeling (FLS-5EM) was conducted to confirm the P50 dimensions and o exam-
ing their refationship with customer satisfaction wsing Smartl'LS 3.2.1 software, Port Service
Chaality (FEC) is found ko be a five-factor construct, and its management, and image and social
IHPcl'ul'bciI:iIr factors have :ig;niﬁrant Pn-si.ﬁ\.': effects on customer satistaction. In addition bo
its academic contribution, this .-.'tu.d',' also condributes b management |:|u1.|:l1.-n== becanse post
MmANagers can use the PSS} scale to measure their customers” satsfachon and itnii[}r invest-
mienks hﬂuqualil}' m.a.naﬁanm‘t-ul'p-u-rtﬂmm

Kaolanovie, Dundovic and Jugovic (2011 studied the customer-based port service quality mod-
el. This part service quality study & an important precondition for an efficient developmient of
purt:ind.:.l-.-.'tlj.'.'md I'ra.l':ﬁ-l:.l.}r:bum as a whode, 18 isdmhnﬂlemuplﬂjrﬁrnfan:;pmt as a system
cunsisting of a large number of stakeholders rendering services to customers with various re-
quirements that a unique set of port service quality indices has been still missing. For this rea-
son, the l:ru]:lere:r.]:ll:l:in.': the port SETYICE qu.ali.‘t].- concept i:n.cl.'l:rnpli.an-l:: with staksholders and
their requirements withim the context of port service quality. The aim of the paper is fo present
a proprsal for @ customer-based port service quality model based on empirnical study and its
reliability testing om a selected sample. The proposed model & defined by five factors and hits
satisfactorily info the oblained poll questionnaire results. The statistical data processing pack-
age 555 160 and the LISREL 854 program were used in the study.

Duault, 2016) shedied the Swedish container shipping industry o gain a greater understand-
ing of the conlainer shipping industry. This way the nobion of servioe quality can be brought
Eo Hwﬁimen i.nd:u:l:l:].- ard a.n:krmledF thee Femn.-]:!tinn: of various acfors I.'EE,:I:I’-ﬂiI'IEHIE aspecl'_:
of quality in seaports. This study aims to analyze the service quality in a container terminal
as well as confronting the views of service providers and their customers. Methododogy In or-
der ko n:l'mp]ele'lﬁe:mdf, a EF.I..'!HI:HH.\"E aFFr.lar_'h have been used, mnpnaed of 11 inferviews,
completed by 1 fomus group. The interviews oould be assimilated as case studies due to the sc-
cess of =everal dooumenits, mal:.':ed at a later stage. ll_lndu'lgs show that the academia relates a
globally acourate image of the indwstry practices within the container shipping industny. Hoay-
EveT, several componeTis of the service :Ful:ir:.r coald be evaluated diffe:mnl:l.].r,:ind.udi.ng a bet-
fer m'hd-l:ml.a.nd:insnl' thes Ssvedish market !PE'EI.ﬁ'EIIJ.l'_I, amd Ih.l.-.ap'plimri.nn-uf soame oof the fol-
bnwing factors to the named market The factors concerned by the gap bebween the academia
andd the inchestry p:'a.n:ti.n:l.-:l- are the lack of insights om cnrl.':i.'ﬁl:-n'prr, ﬂﬂu‘bili.t}', =0 CVEOE ETEOMMITY
b aenl |r|-1|i||||1|||i|'n-_ amml lnrl.llhrhl'nl T BT ] lIIiI}' mul 1-1|'|-|_r_ wert Bl al s |
Port service quality study of Migerian seaports {Onyemechd, Amanze, Igboanusi & Sule, 2017},
was focused on service quality assessment in the Western and Eastern port of Nigerian as the
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study areas. The study discovered the level of salisfaction derived by port users by evahzating
expectations and perceptions at the ports using some selected analytical tools to test hypothe
esis. This evaluation was based on the service quality model as developed by Parsuraman
within the core dimensions of E|1'.||:|:|'Ii1.].', rcwpu‘uim IT.I!'IEI-I:']H_, |.'e]ia'|:lili.1:|.I and assurance
The attributes of expectations and perceplions rased within these dimensions were addressed
with two hypotheses. The hy pothesis were addressed with the results of Factor Analysis which
identified the significance port users attach fo service quality dimensions and thedr respective
attribuies.

UEbmna_. DEI.'-‘I.IdE, Ugl:rnma & M nadi [207) studied servioe q'ua]it:,ra.nd safisfachon measure-
mients in Migerian ports, an exploration. The object of the paper was o identify and assess the
key determinants of port service quality and to determine the quality of service offered by tweo
ports in Migeria using SERVOUAL mode] and a customer satisfaction index bo measure port
users’ level of satisfaction at these ports refevant fo the study. Data for the shudy were oollect
ed via a wellstrechered qunliunn:l:in:, o .unal:.n:e thee pemcpl'mn and E:u:pecta!i.rm. BAp smres.,
The findings of this shudy reveal that service offered at Port Harcourt port had a favourable in-
fluence on achual perceptions of quality of service and that there is an improved service at the
part i.n.-:-.'rmpm'i.'lrm with Lagm Alsn, H'EH'IJI:'.}":I'H*I::I].'E that there = a w:lrmtgrclal:imﬁlip
between the core and relational dimensions of service quality and satisfaction, The shudy also
revenks that port managers should forus on those dimensiong where muziomers peresive re-
L'Ei'n’i.l'l.E a different service than ex]:\.-:tud. MOTEs0, MAn:gers should be im l.'I."EI.IJ.a.I’ comtact with
o amess their service experiences. The study shows how using SERVOUIAL and
customer satisfaction index to idenbify important attributes of port service quality that could
be used as an:a.r]:.' wmi:‘ngm_!.'slrmfm' port, ﬁmhinﬁ'm:impnrlmth:nlfﬂr port managers.

Tuamn, Vi, & Nhan (2018] studied customer satistaction for the -:Iiuﬁt:,r-ul' sea transpuort SETVIOES
in Tan Cang shipping joint stock company, Da Nang branch. The objectives of this shedy was
to indicate the factors that affect satisfaction when using ocean shipping services at Tan
Shipping Joint Stock Company Da Mang branch include: (1) resources; (2] results; (3] service
process; (4) management; (5) brand. From then on, selutions to improve the qualiby of service
delivery to customens.

Lo (2013 studied on the analysis of port competitivensss through user's perception measure-
mienk. The purpose of the study is bo explore and distinguish the importance of relative factors
which determine ports competitiveness from ports users” perspective. Port users were defined
into thres Froups, ‘E‘I.ﬂ'l::l.'l,."i]'l:lHIII'I.E I.'in.l:n-,h'l:i.ghtl'nmard.ﬂ': a.ru:l:i'l.i'pp-:r:,a.n-d they will be in-
vestigated in this study. The results regarding bo the importance of various factors relied on the
questionnaine from professionals and staffs in this industry based on their different angles by
using AHT {analytic hierarchy process) model. Then, the resulis of survey were used for mea-
sur.inE_ Eurnpran T1:|'|:| 4 ports, 'Flm'l: of Roderdam, :I"I.a1.|'|:|'l:|'|.||.'E,I ﬂnrwrrl:r.'und Eremerhaven were
lisbed to be considered as the larget ports. The potendial influential factors ane geographical bo-
calEom, Fh':,r:ica.l imfrastructure, hinterland connection, 'Izd'n'ln]nﬁ':al mirastrecture, paart man-
agement and administration and ferminal cost. The importance of these factors are varioes
from diferent users” requirements and expeclations on port secvices. Hingerland connection
1% a comemem Sooes of all parh.ﬂ- CONCEME, paort dﬁﬂ!ﬂf}' and infrastructure constrocton are
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still the main targets that ports are stroggling for and the exploration and usage of information
technology is beneficial for improving opetational efficdency of ports to some extent. Conclo-
sions finally were drawn based on the anabysis which can be used as benchmark to measure
pors Fr.r.inmu.'nu.- amd their :u-mp:tilur.l as well, im prder fo realize which aspeets alonld e
put much attention for further improvement.

The impact of port service quality on customer satisfacion the cse of Singapore, Thai (3015)
the study investigates the concept of port service quality (P50 and examines its influence on
customer sahisfaction in the poet sector. F-ul]l:rwinﬁ a hiferature review, a -mnneplua] mrde] ot
P50 and its influence on customer satisfaction is proposed. The model is first checked for va-
lidity in an interview with senior executives working in various contyiner shipping lines in
5i:|3;]:lml.-, then validaked I:hmuﬁh a mnre:,"-nf 175 members of the ElrLEa'PmE 5!1.i'|:||_:rinﬁ Aszo-
crabion and Si:lgapun.- 'L-uE'sI:ir_': Asspciakson. A mtﬁ:nul:m':.r l'z.clnrmal']rl-is_. Foal Bovawrend I:r:|.' miul-
I.i]:!lr :lrp_;rmi.nn is conducted o confirm the PSD construct and examine H'berela.li.mul'l.i.]:!be—
tween 'S0} and customer sabistaction. [t is found that PF50) is a four-dimensional constroct and
that the relationship bebween P50 and customer satisfaction is positively significant. Specif-
iml.'l_'!.'. the PSL) dimensions of outcomes:, management, prooess amd :':nuge and =ocaal TSP
sibility all have significant positive impact on customer safisfaction. This shedy contributes bo
mianagement practice as port managers can use the P50 scale to measure their cushomers” sat-
tsfaction, and illlli:f':.l' i.|1.'|.'nt|:r|.|:1|1:-:ir|.'|:lu:rt SPrVice |:||.|.:||]i|.'_!.r as & relational u'harl-::l:l.ng instroment.
This research also contributes to theory building, as it presents and validates the respective
mindel of P50 and customer satisfacion s-p:-l:iﬁ.m]lg,rfnr the port sector.

SEENVOLIAL represenits SETVICE ql.l.allhl as the dill:r:pu.nq.' betwern a customer’s e:q:urt.rl:inm
for a service nffn'.in; and the customes’s pl:rnz]:!tinru of the service recened, r:qui.ri.n[r, TESpT-
dents o answer questions about both their expecations and their perceptions Parasuraman et
el (1588} The wae vl prnvived as vpprsed e aclual socviee eeival aabes e SERVOLTAL
mieasire an attitude measure that is related to, but not the same as, satisfaction {Parasuraman
et al., 1988} The difference bebaern ﬂ]:ﬂ:tal:im'u: and Pernzptinru: 15 called H‘IE'EHP‘W"I.id‘I s the
determinant of customers’ perception of service quality as shown in Figure 2.

SERVQUAL dimensions
“iiord ol Fareansl ExpariEs
Fairal® Resli
|
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Fig. 2 [Hagrammaiic reprosesia fion of SERVQLAL désmsions

The SERVIERF model developed by Cromin & Taylor, (1992), was derived from the SEEVOLUAL
mindel by dropping the expectations and measuring service quality percephions just by evaluo-
ating the customer’s the owerall feeling towards the service. In their shedy, they identifed four
impuortant equabions:

SERVIIUTAL = Pesboramniion - Expaaialios

Visighied SERVOUAL = kmpostarse « {periormands — o pectalions)

SERVFERF = perloemane

Viighlid SERFPERF = impurtande » (pericemanos
Imiplicitly the SEEVTERF model assesses customers experience based on the same attribustes
ax the SERVQUAL and conforms more closely on the implications of satisfaction and attitude
literature, [Cronin et al . 1992). Later, (Teas, 1993) d.rmlnped thee evaluated perf-l:uman.l:: el
(EF) in order o overcome some of the problems associated with the gap in conceplualization of
mqmﬁy[&m 1484; Farasuraman et al., 1985, 1988). This moded measunes the P
between perceived pedformance and the ideal amount of a feature not customers expectation.

He argues that an examination indicates that the P-E {perception - expectalion) framework is
of questionable validity becawse of conceptual and definstional problems imrolving the cone
rep‘tual defintbon of E:r:prdaﬁmu. theoretical justification of the Exp-l.-clnlim'l": crRmponent ot
the P-E framework, and measurement v.ali.d:it:,r-nfﬂucx]:ud:al:in'n. He then revised Exp::lz.linn
measures spedfied in the published service quality liberature bo ideal amounts of the service
attribufes (Teas, 1993,

(Brady & Cronin, 20001, Fu'l:rl:lmda maulizdimensional and hierarchical construd, in which ser-
Vipe :r.l.al:il':.r s E:-:Fhuud I:-_1_," three ]:u'l.m:l:r:,r dimensions; interaction quali.t}'. Fh_'!.-:i.c.:] enyiromn:
mient queality and owbcome quality. Each of these dimensions consists of thres corresponding
sub-dimensions. Inleractinnqmli.t}' ru.ad.Eu]:l-nfaﬂ'i.md:-. behauimrmﬂe:q:erﬁn;physiulm-
virormment -:E'u.ul.'il':lr -:uru:iﬂing of ambient conditions, |:|.|.-:i|_:;n and social tactors while the out-
corme quall.h' consisks nl'wa:ili:ngﬁ.n‘m, la.n;_qil:l]ﬂ and valemce.

A.u:.l:m:ding b thess authors, hierarchical and muolEdimensiomal model imp-rmﬂ thie wmsder-
standing of three basic Bsues about service qualiby:

4. What defines servioe quality peroeptions?
How service quality perceptions are formed
How impartant it is whene the service experienoe takes place and this framework can
help managers as they try 1o improve aestoemers” service experiences (Brady & Cronin,
20011 ).
(Saravanan & Hao, 3007}, outlined six critical factors that customer-perceived servioe quality is
mitasured from afher EII:I.'J'LE"I.'EI}I' mi:wi:ng Irterahare amd Ih:}' include;
L Huuuna.:pnch’.nfmd-nhm [rdlutdht}',rﬂpumum SEEULATIS, cmpaﬂ'l.].'l
i Core sereioe (oantend, Beatures)

ifl. Social responsibility (Emproving corparabe image)
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iv.  Systematization of service delivery {prooeeses, procedunes, systems and bechnodogy)
v.  Tamgibles of service (Equipment’s, machinery, signage, employes appearance)
vi  Service marketing

From their :lu.d}r,ﬁqfl'n'und.nm that Hﬂfmﬂlkadtnimpuwedpﬂuivtdm-qual-
ity customier satistaction and lovalty from the customer’s perspective.

A.l:ﬂ:uﬂinﬁ to {Brady & Cronin, 20001), bazed on various studies, servios |:|1.13|]i't.!.-' iz defined 'I:r:.r
either or all of a customer's perception regarding 1) an organdzation’s technical and functional
qu..ulil'!.r; ) the servwioe 'pmd.tu-t. =ErVice d.E'i'l'E’_‘!.' and service environment; or 3) the relial:li.'lil.'__l.r.
rﬁp:l'uiwnm. em]:uthr, assurances, and I:.ungibles awmociated with a service ﬂ:pe:n.u'hn: Bldit-
tal and Lassar's SEEVQUAL-T model reduces the al'iEi:nal five dimensions down bo four; Re-
lizbility, Responsiveness, Personalization and Tangibles. Importantly, SERVQUAL-F ncludes
the Personalization dimension, which refers bo the socal content of inferaction bebwern service
employees and their customers (Bougoure & Lee, 2009).

MATERIALS AND METHD Dy
This =echon Ei.'l.'ﬁ a briet d-urri.]:!l:il:rn on how this research was conducted. This mclude re-
sparch dlE!I.E:IL ressanch :I]:lpl'ﬂﬂ-ﬂ'b, mnpluw |:|.ﬂu'E'n,. variables and measurement Fﬂ-ﬁE\dIJI.'E-..
miethied of data cellecbion end data analyaia,

Rossarch dlllﬂ'ﬂ.

Research design & a plan or strategies to use to achieve the expected resulls. There are differ-
ent types of research designi depending on the nature of a study. This indudes case shudy de-
sign survey study and experimental design shedy (Cooper et al., 1998), This study carmied ouwt
using a Case Study Design. Case study involved when researchers want io gain a rich under-
standing of the context in the research. This method provides Sexibility becawse it allows the
use of diferent data oollection methods such as mmterviews, -.'.Eu:rtiu'nuimi, observations and
d.ncl.unm.l:lrr review. [Saunders ef al, 2009). Ao, it i.l-depﬂ'i and breadih ::I.ud:p of variables
and maintains a unitary mature of the unity of inquiry over a range of variables. It allows the
use of triangulation which is important in the process of validation data.

Sampling design and procedures

The sampling procedure involves was non probabilstic sampling because the research is Case
study design. According to Saunder (2009], nonprobability sampling (or non-random sam-
p]'n'iﬁ'll pum".ld.l.-:. a range af alt=rnatne tl.-du'l.l-qul:s o select :-a.mplc: based on your subjective
judgment to answer research questions and meet the objectives. Mon-probability sampling
techniques also provide researcher with the opportunity bo select the sample purposively and
to reach difficult-to-identify members of the population. The researcher followed appropriate
procedure bo avoid ervors that may ocour and cost the whole stady.

Research approach
According o Saunders et al. (29, there are two main research approaches: deduction and in-

ducton. ¥ith deducion a theory and hypothesks (or by potheses) are developed and a research
strategy designed bo test the hypothesis. With induchon, data are collected, and a theory devel-

1] TASK [OURKMAL DF TEANSFIET I"H.'II_ 1 N0 B, MAY 2020




OFVIERALL SERVICE QFUALITT OF NMGERIA SEAPORT: CASE OF NIGERLA NN POET ARARA PORT COMPLEN | SWADGEE,
R, MUAMEED, A L [ OMOKEL ¥ § OJEEUSLE, [LA § ML 5

oped as a result of the data analyxis. Af this shedy researcher wsed induction approach because
there was no hypothesis testing and data was qualitative in nature.

Variables and measurement procedures

There are bwo types of vanables which are dependent and mdependent vanables. A depen-
dent variable changes in response o changes in other variables. An mdependent varable caws-
es changes in a dependent variable Saunder 200). For this shedy dependent variable was ows-
tomer satistaction and independent variable was service quality dimensions where amy change
to amy dimension resulted info |:I1..mge in sabiztaction level The SERVOUAL model is used to
assess customers’ expectations and perceptions regarding service quality in shipping. Both ex-
pectations and perceptions are measured wsing a 7-point scale o rabe their level of agreemend
or diszgreement (1- strongly disagres and 7- strongly agree), onowhich the higher numbers in-
dicate higher level of expectation or perceptions, Perceptions are based on the actual service
they receive in shipping while expectations are based on past experiences and information re-
ceived about it. The quality score measures the service gap or the degree o which expectations
excerd 'p-:nn.-]:ltinn.-.'.Tl‘l.l.-man 'p:uil:iwm the h.ig;herﬂ'l.: I.E\rzlﬂfmqualily lﬂﬂﬂil‘lE b
a higher leved of austomer satisfadion. Satisfaction and service quality are both treated fogeth-
er as functions of a customer’s Fernepl:l.mu and E:l-cpecl:rlil:unh rslrulnm.-.q,'l.ﬂmrxpeclalirm
amed pﬂnepliun are equal,, nerl.rimq'ua]i.t_g,r:i.: ul:is.fm:l:-l:u:r. il‘l.“'l.-ﬂulll.ld}"_. we use the disconfirma-
ERsn andlﬁ;m which is based om the dJ.ﬂ.TE'IH‘H‘_!." theories. .|'|.-|:-|:n-11:'|i115 to thas Fa.mdlﬁm, O
sumer's satisfacdion judgments are the result of consumer’s perceptions of the difference be-
tween their perception of performance and their expectations. Positive disconfirmation leads
to increased satisfaction while negative disconfirmation leads to decressed satisfaction. This
theory has been used to develop questicnmnaire.

anﬂaﬁmmlhndlmdnm.]ﬂc size

Tor calculate the :amp]: sre, the fvall.-lmr.i.nﬁ formula was used:

Ay g2
n::!—";i—----- O T e Sy
r
Whate i s the number of samsple size, bivaise or0f 15 5% i the ermog beem and aleo, b considenad 0.1 and
P caloviatod from:

5 o Ti-MIRE) :\.‘5;1= LABET

] . 2

Cmmq:mﬂ!,r, the mindmam mamber of r.u.mpl.: e %

_ i e (0n6TE
a1 _Ta1r|

METHOD OF DATA COLLECTION
Primary data are used for the analysis by answering the messarch questions. Primary data was
miainly obtained by administering strsctured questionmaines to the port wsers and operators in
Ihrpnrl'. Duestiommaine as a me] term b inclhade all 'Izd'u'u'qun of data collsction in which
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each person asked to respond o the same set of questions in a predetermined order (deVaus
22}

Data collechon

The SEEVUAL mndel 1 dimensions [n.-lia'l::ililf, rﬂ-'l:l-rm.iil.rﬂﬂl. aocess, commenicafion, as-
SLITAMOE, :rnd.i.hili'l'.!.-'. IH'ISI-b]H_. !E-I.'I.Il.'il'_!.l', st and empalh_'!.'] were used which are subdivided
it 20 siatements, which were directed o n'h:mr.ingun-:i-nequa]i'r:.r 1!1.'|E1.IFPI'|E. H.i-:ti.'Fl.llal:-
ed by the SEEVOLUAL maodel, the statements are divided indo two parts, the first part seeks to
mizasure the expectabions of castomers and the second part seelo: fo measure their perceplions.
There was also a part which measure satisfaction level for the purpese of knowing fackors that
hinders satisfaction, the measures o be taken to i.mp-nwr customer satisfaction and the Last
party whech is dnﬂnﬁ;mph:ic part theat F-rnwl:lﬂgaiem] miformation about n::|:m1.::|.=nl:.|:rn age,
Ernu:l.:r. and average u'u'rrll.hl:r n:pcnl:hlur:s. Thas was bo enabile bo El:l: a better undrrsh:ndmg
of the type of respondents and relate it to how they perceive service quality in shipping. Cone
VETLHEICE na.mphng_ bﬂlﬂ'l.I'II.EF.I.E was used, and I quﬁlinmui.lu wiere admindstered over a 2
weeks period. 171 valid and properly completed questionnaires were retriewved. This was be-
cazse smie respondents failed to refurn the questionnaires while others provided incomplete
mnformation, humnd.:l'ia'lﬁﬂwn:inval:id_

DATA PROCESSING AND AMALYSIS
Diata analysis was carried out examining what has been collected in survey or experiment and
m.al'.i:ng deductions and inferences. Furthermore, data mul}rs.'u- i% cl:l:l11|:l1.|t.1l:i|:rn of certadn mes:
sures along with searching for patterns of relationship that exist among data-groups. Where-
=, data pl'nl:ﬁsmg consisks of several dl:l.'n:]].' related upﬂ'a‘ticu'n'. :di!i:nE,. classificabon, -DDE'I.TlE,
arud uhuhﬁmrhnnﬂlerhrdﬁtlmmpmtdnm uddncmnmumpumd,ﬂutmcdib
in[i;.. classification, mdmg and tabulation. Al cnmpl.:'h.-d qunl:inmudrﬂf:dmdu.’lﬂ ﬂ'lnmuEhI}r
checked for :nm]:ll.rhn'u-.m,. accuracy and |.|.:1.'i.E-|:|:n:n:il§.r. The raw data oblained from Geld was pre
pared for analysis by transforming all of them into codes and entering spreadsheet packages.
The analysis based on guantitative data bo be collected and some extent the qualitative infor-
maton from questonnaures. The SERVIUAL model was used as the ba=is for the strechared
questionnaire because it provides information in research questions in which it trying fo show
how customers perceive service qualily in shipping by assesxing the difference between the
expectation and perception of services experienced by customers in shipping. This enabled to
know how perceived service quality by customers and idenbify which ibems in the SERVOLAL
dimensions customers are satisfied with. Also factors that hinder customer satisfaction in shig-
ping and what shoukd be done fo improve customes satisfaction. Strechural Equation Model
was used for the analysis o test the relationship that exist bebween factors and various service
quality dimension.
Structural equation model

Structural equation modeling is a statistical method increasingly used in scientific shodies in
the field of social sciences in recent years. The most important reason of the spread of this sta.
tstical lechnique is that the direct and indirect relationships among causal variables can be
mitasured with a single model (Meydan & Sen, 2011) Structural equation modeling is a statis.
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tical method used fo test the relationships between obsenved and batent variables. Observed
varizhles are the measured variables in the data collection process and latent variables are the
variatrles measured by conmecting bo the observed variables because they canmot be directly
measured. Structural Equation Modeling consists of two basic components as structural mod-
el and measurement model The widespread adopdion of strudural equation model is because
of the fact that it do minimize the measurement error and taking it to account the relationship
between the errors in the observed variables. Another diference from the rqs.rm mindels
nfmﬁuﬂmﬁtrrmﬂehisﬂmtth}'mbaudmﬂmmvadmmmbﬁ. For this reason,
I s sorarees, it is named as covarance stracture nmd..:llin.gnrmalp&:nfmﬂrimslru:—
ture (Bayram, 235, However, structural equation modelling oonfirms the correspondence of
thie data of the relabions in the theoretical msdel. For this reason, it con be saad that structaral
E-:E.l.al.'i.l:rn mndt'l.l.ing is minre suitable for h:l:ing the h!.'pnthuu': than other methods |:I:'.:|:|'.|EE.1..
16} Structural equation modelling consists of a system of linear equations. The key in the
regression analysis is o determine how much of the change in the dependent variable is ex-
plained by the independent variable or variables. Although multiple regression analysis can
|:|:r|I_'g," b app].i.ﬂl o obseryved variables, the bassc 'Fuumplu cam be aH:l]ud h'l-sh'u:h:ralequa-
tion modelling (Kline, 2001).

e X+R¥+LRagl _ . ... .. R 11
W, X+ LR, oo T PRI N .1 |
TefZ+FY+BW+1Rsd . .. .. ..., .. .3

The structural equation modeling equations dealt with in two groups: endogenous and exoge-
nows variables. In structural equation modeling, the Endogenous distinction is used as a more
accurate disbinction berase a vanable can assume the role of both the dependent variable and
the independent varsable at the same time. Endogenous variables are dependent vaniables ex-
p]n.i.nl.-d.l:rrﬂfwrumiab]n,ﬂtuﬁahlnleﬂTmnﬂngamu:wﬂahlu.Emqusm-
ables mindepaidcﬂ.! variables thak are nod ﬂ:l:la.'l'hed b_'!.' amy variables, the variables X and Y
are external vamables, 1§ there are miore than one ENOFETIONS variable,. covariamnce bebween these
variables i:rtqu.i:ed.ThEhrmuEﬂl, BesZ and Res3, which appear i.nrqu.ali-nru: r\q:!n:ﬂmtﬁ.l.-
residwals of each endogenous variable. These residuals are also called as error terms of the
structural model. Unlike rEE'lmi.nn models, stractural equal:hr mardels are based on the cova-
riznce matrix. But it mainky consists of the system of Enear squations.

T o

Z,W and T = Overall quality of service s an outpul {Dependent)

Againsl e Tollowing input index: X and ¥ [Indepundint)

Coding

The SEEVQUAL dimensions/itkems are mam variables used m H'Lilmdy and coded these di-
miensionsibems inorder bo ease n.na]:,r.ri:-u-fd.ata collected. Also, d-:rnns;raphi::inl'nnmli:m was
collected from respondents and these varables must be coded as well for analysis. Here is the
coding of the varables for analysis.
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DIMENSIONS
Tln-ﬁ'ih'lﬂ [T}
= TAT FGraguule wn] alinpgrengg omngransies base pobo dale eepeigese st s 3l
= TAZ Physical facilibies are virtually appeating.
= TAZ Employees are well dressed and appear neat.
= TAd Physical envircnenent of the seaports and shipping coenpanies i clean.
Heliability (L)
= RL1 When they promise to do seencthing by 2 certain tme, they do it
»  RL2 When customer has a problem, thiey shoobd show sincere interest in solving the

= RL3 Secaposts and Shipping companies perform the service right the first tme,

*  RL4 They provide their services at the time they promise toodo so.

= BLS Scaports and Shipping companies keep their records accurabely.

Responsiveness (EN)

= RMN1 Emplovess give prompd semvices b customers.

=  BM2 Employees ane abways willing to help customiers.

= BAI Employers are never oo busy o respond o cistomers’ nequests.

Assurance (AS)

= AS5] Behaviour of employees instil confidenoe in customers

= AL Customers feel safe in their transactions with the emiployess

= AS) Emplovees are polite to customers.

= A5 Employees of Scaparts and Shipping companics have knowledge En answer
customers' guestions.

Empathy (EM)

=  EMI Seaports and Shipping companies give mastomers individual attenfion.

= Eb2 operating hours of Seaports and Shipping companies s convenient io qustomers.

= EM3I Employess of Seaports and Shipping companies glve cusbomers persanal service.

= EM4 Ripmﬁaﬂ&ﬂppﬂlummpﬂm—s have thiedr customiers’ nberest at heart

= EhﬂEmpIn}muiEnap:ﬁudShppmﬁcmTqunlﬁundﬂ:hﬂdﬂt@edﬁ:muﬂsd
their customers.

Cost (C5)

= (51 Operationa] charges by seapart to shipping companies and shippers i terms of
clearance and other operations showld be fair.

= (52 Operationa] charges ae fair o costomers

Access [AC)

- ACIEummnmrﬂMirmumnuﬂqruqmmiL

® AR Seaparts/shipping companices have 24-hur toll free customer care line for cese of
acoess by port users

(041 ] TasEl NETENGR NE THANSHWET | WOl T &0 8 MaT 2aen
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Commumnication (T
= M1 Emplowess make informabion easily obtainahle by cusiomers.

= M2 Seaports'shipping compandes shoald not use lechnical terms when relabing with
CUSHOMaETS

= M3 They shoald communicate with customers when there is delay or issues regarding
shipmienticangn

Security (SC)

= 501 Spaport/shipping companies should be able to provide adequate safety on cargo
diuering Ioascding aned aif Inading ar the pom sive and gang ways.

®  SCF Spaports/shipping companies can be visied at night.

= UC1 Seaparts/shipping companics should recognize their regular custoomeers

L] UCESmpnmfﬂupmrmﬁymmmmnﬂnhr cusitmers ' schedules

Re-coding

= TA- .ﬁmaﬂrwmmmgﬂlle ibems = (TAT+TAZ+TAZ-TAdNY

= RL- Average gap soore for reliability fems = (RLI+RLIRTRL4-RLERS

= BN Average gap scape for responsiveness dems = (RM1+BEM2-RNI=RM4G

* A5 Awerage gap soore for assurance ibems = (AST+ASTLAS AR

=  EM- Average gap soore for empathy itemns = (EM1+EM2+-EM3EMAEMES

= 5 Average gap scome for cost ibems = (C5)1

*  AC. Average gap score for access ilems = (AC)1

= Ch- Awerage gap soove for commundcation = (CW)0

* S0 Average gap soore for security = {SC)11

o S0 Oveerall service qu.:lht].' o [TA+RL RN+ A S ERCS ACCM SO

RESULT AND DISCUSSION

This section presents and discusses result indings from the data analysis of assessing astom-
er satisfaction and service quality using SERVOUAL model in shipping, The study was aimed
at to determmine cverall service q'l.lahl:r Pen::i.ved. I'.l:,r cusiomer, service tF.I.ﬂL‘il‘:ll' dimensions that
I:r.inﬁ: .ul:i:f.a.l:ti.nn,hl:bm:l'li.ndrring csfomer satisfachon in :E'l.ip-pinE and b determme what
should be done to improve customer satisfaction. Data analysis for this shudy was done i two
steps, the preliminary analysis and the main analysis. For preliminary analysis which mvobees
rminlyrd.ﬂcr.ip!.ivu ﬂaﬁsﬁnhnmmaﬁmdﬂn.ﬂmdemnﬁmphitdumdﬂiﬂlﬂdﬂmrﬂpﬂh
dents vwere cutlined in order fo simplify the understanding of the data. The main analysis in-
volved the gap sore analysis whereby descripiive statistics were applied to summarize means
of perceptions and expectations of customers. We calculate the perception minus expectation
SCORES foreach item and dimenston in order to idendify the service quality gaps.

Demographic chamcteristics of the respondents
ThdmmFthi:FuEhﬂﬂemFmdm:i:duniheda:[nlluws_:mah:mre?ﬂ.&%w}dhfe
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makes were 20.4% sliﬁhr.'ly 'h'wh:r than males. Eup]:ung spund.ing per mamth shiows that, 532.3%
chimed that they spend between NI00,000 to MN1M0,000 for Shipping services, bollowed by
35.E% who spend 0 bo 100,000 Maira. 17.2% spend B1,000,000 b NS, 000,000 and 4.7% spend
abowe M5, 000000 Em'l]'LI.P]:'IJ‘IE!-EI"ﬂEH Thas in'l:mnled.:inlheF:iEu.rEd.l.

Table & Profile of respondents

Characieristics [aesicri pticn Percentage (%}
Giender Mk TIE
Fesnale 294
Shippers spending | 0-100,000 158
per mamb 1D0LEHM0- 1 00 000 513
1 06000, 000 15, 000, DN 172
Ahwwar 15 000 a7

Sowrce: Firkd data CATIEY

i
L

Fig. & Garmdler of nespomdimis and duoone dhistribslion. Source: Forld dafa 20099

Expectations and perceplions were both measured using the 7-point Likert scale whereby the
higher numbers indicate higher level of expectation or perception. In general, costomer expec:
tfation exceaded the perceived level of service shown by the perception scores. This resulted in
a negative gap smore (Perception — Expectation). Awocording bo (Parasuraman et al, 1988) it is
however common for customer’s expectation bo exceed the adual service perceived and this
signifies that there is always need for improvement. The items with the highest expectation
SCOPES Were seaparts amed Ii'l.'-IF'PCi.I'Iﬁ m‘npmﬂ have |.1|:r-l.|:r-dal.|: cquip-m:nl;. Fh':,-'.riml facilifes
are virtually appealing, shipping companies and seaports perform the service right the first
Erme, ﬂnpln:,-'l.-es are alwa.].': willing to hl:I'F ouslommiers, and :mp]n:,ree: are never o Im.!-].' b
I'lH.'P'L'u'Hi fo cusbomers requests, Customers feed safe in their transactons with H'be-r:rnpl:rg,rl.-ﬂ-..
employvees of seaports and shipping companies have knowledge o answer customers” ques-

&4 LASU |[OURMAL DF TEANSFIET I"a'l:ll_ 1HO B, MAT 3030
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b, seaports amed II'LiF'P'-ﬂ'lE nmnpa.mu E‘""‘E customers mdnvidwal aftention, -a-'P:mtirlE hours
of seaports amd ﬂtippinﬁ; n.'unpani.e:l are convenient bo customers, ETHP}D}I'Eﬂ-'Df seaparts and
shi.]:!Fina; ni:u'npani.ﬁ- F"“ cusiomers 'Flemnnal SETVICE, seaports amd nhippins :nm'l:laniu have
their customers” interest af heart and employess of seaports and shipping companies under-
stand the specific needs of their customers.

Howrever, these scores ame mod hﬁydﬁe{mt&mmﬂmhﬂimm&lﬂimpﬁnp-
E:r.lll:.'. cusiomers expect very hlgh from sEaports and :h:ip-p:i:nE n.'l:mpani.ﬂ-. The items rated
I.'Lig;hu‘l: for actual service Erer-rei.wd. weTe, saaports and .ﬂ'l:iH:-:i:nE -:-.'rlnpm'l:ics ]:lerll:lrm thee ser-
viee rjE‘[‘I.I thi* first Hme, EITI.P[H}'EE! are alwa!.': mllmg by help cusiomers, ﬂﬂP]DFﬂ A My
Erl:-n-u-l:n.l:-}' I:-|:|:r|.-.r|:r|:n.1|:1 o customers” rl.-cp.l.n.-.l-'b:. Empl-l:l_'g,rm of Rﬂpﬂl‘hﬂ!‘ﬂ.ﬂﬂp]:ﬁnﬁ' :nm'pani:ﬂ
have I-:'rnn'l.ul:lﬁe o answer cushumers” q'ur.ili.nns,. seaports arud ﬂ'l.iF'Fl'il'IE mm]:'arli.-: [l;i.'l.'l.- fu 1158
tomers individual abtention, seapors amd ﬂ'IiF'P:i:IJE ETIT!FHITIE'! have their cusfomers” inferest
at heart and employes: of seaports and shipping companies understand the specibic needs of
their customerTs.

There is no =0 much difference between the soores of perceptions but are generally kower than
ﬂpﬁhmm EAp sCores ane deiﬁﬂemb:hvmhpempﬁun and.e:-cperla'hu'lsmrﬂ-,
and these gap scores measure service quality and hence customer satisfaction. The more per-
:Eptimt':- are close o e:-;.'l:u:tal:in.n.:_. the "I.'iE]'IlEI.' the Pcﬂri.ved. bevel of :Ful.il':.r. The laranuﬂt Eaps
soores were employees of seaports and shipping companies have knowledge to answer ous-
tomers” questions and Emplovess of seaports and shipping companies give customers person:
al servion.

5|.1|'u|:r|.1|.'il:|.-. averall Fer\-nei.'l.!ed. sErVice qualil:_l." & lowwr u'l..:a.n.inE Ehe leved of service I‘J'Elf receive
is hwer than what they expect mdicating there is no satisfadion. Parssuraman et al., (1985)
suEEH:I:ed that when pem:wed. SETVIOE qu:l]il.'!.ri-.' hiEh,'I:hrn:il will lead fo inkcrease in customier
satsfaction. He supports the fact that secvice quality keads to customer satisfaction and this is
in line with Saravana & Rao (2007) and Lee et al, (2000} acknowledge that customer satisfac
tiom i based wpon the kevel of service quality provided by the service provider. This is a good
ground for asserting whether customers are satisfied with service quality in seaports and ship-
ping companies or not since the average perception score is low. A higher perceplion also in-
dicates higher satisfaction as service quality and satisfacion are positively related (Fen & Lian,
005} This coubd be possibly because of either the under delivering of services to customerns or
the over promising of seaports and shipping companies o customers on their services.

Service quality dimensions that brings satisfaction to port users

Table % Summary of costomer’s expectations and gap scores

b e o Perceptbion scnie kn Expectatian Gap soores | Average gap
|percentage sonres (%) SCOTES
-14.38 -la 58 -2.52 (1% ]
Reliahility -17%9 -115 -1h a7z
Resposslvensss -85 -123%9 -1.79 0.93
AERLUFATICE -15.14 -17.06 -1.92 48
Erpathy 172 2055 375 0.75
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I el e Percepition soores in Expeciatian Gap scores | Average gap
perceniage sonpes (%] e

Lost -354 -4.22 a3 OLB3
Adcess b5 -B.1Z L& .80
Larurity -h.57 -Bi& L&k 0.84

L mamusication -10.74 -129 -L1& 0.73
Knowinglundes- -7.16 -B34 -L18 059
standing customer

Orverall quality of -2 12656 3523 7.0
w2rvice

The: gap score analysis in table 4.2 enable us to find out how customers perceive service qual-
ity in seaports and shipping companies and try o dentify what dimensions of service quali-
fy cusbomers sabisfed with. It also res o show HEme:r:rJlG.!P Soome for E:-'.'Furl:al:i.nn (Ep and
peroepiion (') which are -109.21 and -12656 respectively.

Taklc i ﬂlp mquﬂ.:h" dimcnaslons

Nleam of Wean ol Sial dev
(Jmesticgs perceplion |expeciatbon Hm'u'f il gap
Eap (P-E}
P} (E)

yh 3.59 4.32 - B _B53
Up-to-date equipment and fucilities 3.0 4.33 -.53 | BT i
Appe sl phiyvalcal esviroament ansd goosd shira 125 4.06 -1 Lo7T
Well-deesed aoed nsa eplovess 3,95 4.34 -.38 g )
Relighility E.E -.-«.E - 71 Eﬁi;
Daoing the promised service on time 3.3 4.19 -.95 1035
Irvieresting i solve vour problems 3,32 4.20 ] 1024
[aing everything right at the frat time 390 442 -.52 Ba5
Fultilling the promised service at promised thme s 424 -.7H 933
Eeping accuraie reconds and deocmmends 4.01 4.45 - 44 B&D
[Ecsponsiveness EXE INE ST FET]
Receivi roanpl service from 1= 3.2 4.23 -390 1.125
Port and shipping company employess are willing 1o | 304 4.05 -1.01 L1E2
Emyployees have enough time to respond to my reqoest | 3.03 4.0 -1401 LozE
| prom piy
il Pl e .81 4.29 - 48 a0
Trust employees’ hehaviour 167 4.17 -5 852
Emiplovess e polite 1.0 137 47 H46
Elp v aine Keeow Lisdipsalle cnmsgly to anawer <li- .82 4,35 -l H5d
EmlE uestions
Cuspomers feel safe in thelr transectons with 358 4.30 -7 BIT
ennployess

i [T SR
Individual aitention be cushsmers iz 4.19 .91 1.045
Have copvenient workleg houss 3.65 4.15 ] HZT
Uederstanding the custosser’ spacific nesds 1 42 A2 3]
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Mean of Mean of Mean of St dew
s s [ ]| <
prowide services in socording o the interess of 3135 415 .80 975
AUELOITIETS
Ll 1.2 4.12 - B2 B57
Oipenatioml charges by seaports to shipping companies | 3.70 4.33 -3 AR
amsd shipper im teremns of clearance and other aperations
shiould be fair.
Access 125 L -1 LO5E
Cusbomers can dooeks Isfnrmethon, services os soon as | 3.95 4.34 -5 T97
theey regire it
Seaponsiahipping compandes have a 24-howr pll-feee |3.42 414 -.B5 7R
cusbamer care Liss
L L Catios 358 4.30 -7 BT
Emsplovess make Indnrmation easily obiainables by 3z 4.19 .95 LO3%
CUSLOITIETS
Seupont aeed shippleg ports do not use technical terms |3.32 4.20 -8 024
when relating with costomers
They commmnicats of laform castomers, clicss when | 3.90 442 -3 Ba5
theere is delav or other lisoes regarding cargo
Security 345 4.4 - 78 443
Seuports should be able to provide adeguate safety on  |4.00 4.45 -4 BET
carge during loading and afloadinsg ar the port sides
anad gangways
Seaponts and shippiog cosspandes canmot be visitied ar |3.12 4.13 -L.03 A34
night asz €17 60 854
usders CLEINEET
Seaport’shipping companies should be able o recog-  |3.35 4.15 -0 TRE
nise their regolar cuomer
‘They try bo acoomesodate oussomer schedules 3152 4.26 - T4 L09E

Table 6 shows the resulis of the analysis of the patient satisfaction questionnaire. Patients had
the most satisfaction in the question of “oomplaints or problems are addressed politely by em-
ployees” with the average of 4.19 in empathy, but they had the least satisfaction in the question
of "seaports and shipping companies provide excellent service” with the average of 181 in re-
:Frnruriwnuﬁ:. Brietly, 'P.'ll:i.r:nh have the most satisfaction in acoess with the mean of 383, and
Ehen 1 knowing customer with the mean of 568 and they have the keast sabstachon m come-
munication with the mean of 3.55 [Phes, annﬁhe i Manmian, H1T)

Table 7 below shows the AVETAEE ZAD SOOI, standard deviation, median, skewness and Kur-
posls of the dimension. Skewness 5 a measurne of the degres ﬂ]']flp“ﬂﬂl!d.l'!ﬁ In the I:I.'EE[LI.EI'I-EH
distribution whereas Kurtosis is a degree of failness or poeintedness of 2 peak in the distribu-
[FTH [Fdl.ll.‘ll.ll e el al, 1285, M ol al, 2017} A Usal Uln IIih!I:I. Ui el il I.n.l:uiliur e
|:|.-|:.rti|:u1 P, the lower the scale of minus c:vq:tuctati.nn SOOTE
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Table 7:  Descriplive statistics of gap score analysis for quality dimensions

Aver- Aver- | Aver- dverage
Average agegap [Averape (Averme Do mp lapepp | g scom
.o il 05 | L il o bl 277, e l'.rm‘l‘
Asurance Emg il Sovarily | Acoms | Comm. Id.i-:r.u
Mean  |-063 |-L7F  |-08F .48 075 |-ies 1A ST R
CI (FITRN (P [T TR [T [T 1056|035 |0sar  |oos
Aevtati
Malian |-0635 |-07&  |-045 A5 YT ETE 0585 |-LBk |75 [0
[Chrwnca] 0BTl |-06IT  |-00046 | -25961  |-ki5e3 [0 LTI EEE T T
Kurloss |0L5378 |-11337 |-24536 |7.2377 |-12946 |-513873 |15 “LB6l |-a8%% |-5a0Es

Gap scores analysis for quality dimensions

Table 4.4 is the extension of table 4.3 which treed to shiow the mean score for each service qual-
ity dimensions. According o Farasuraman et al. (1985] the higher {more positive) the percep-
tion (') minus expeciation (E) score, the higher the perceived service quality and thereby bead-
ing b a hi.Eher leved of customer satsfadiion. In this l.'L‘F'ﬂ, the BAp sCOTEs Wers calculated
based on the differencoe between the customers” perceptions and expectations of services of-
fered by mpm-l:- amd .-d."l.iF'FlhE :nmp.a.ni-_'l. In E;ner.al.. it was found that, customers” percep-
tione of service quality offered by seaports and shipping companies do not meed expectations
(all Eap:mlh: dimiersions mnega.ﬁve'r. Den:n.Ftn:uu- off dimensions repcu'tcd as fodlows:

i} Tangibles (TA)
Average customers are unsatisfied with the level of services offered by porls and shipping
companies. It was reported to have a gap score which is (-14.56) and mean gap score of (-6
Customers are not satished with ports a.n.d.ﬂl.ippinﬁ mnpuﬁ:ﬂmi::uﬂmyﬁl‘rnu]d 'I'La.'l.'cupv
lIN1JIF Hrl:l.l.’.llll .IFIlI Illl:ll l.h HI r.lll :I:l.—'l. l.IIIIIIILI l.:llll.l“ll.' JIIIFJI::IH _IJF*IEH l.IIJIIIIII I—
well dressed and appear neat and physical environment of the ports and shipping companies
should be dean.

LiF Responslveness (RN)
Eesponsiveness obtained a gap score of {(-36) with an average gap score of {-.71). Customers
expect more in seaports and shipping companies in terms of Employees making information
easily obixinabie IJI].' Cusinmers, |:'r|1|:l]||:l:.ru.-s Ei.w.- prompt services fo cusbomers, mpl-rry:es- are
always willing to help customers and employees are never oo busy to respond be customers”
requests.

iii} Ecpalley {EM]
It had gap score of (-1.79) with smaller mean gap soore of (-1.92).To this extent ports and ship-
p:in.g cmpm'nin should Ei.m rustomiers imdividual nltenl:inn,upﬂal:ing'l'u.lr: af parts and !d'l.l.l'.l
p:in.g rnm]:l.unie: shawold be comvendent o customers, EI'I'!P{ID}'\EH of ports amd shrppmﬁ Coamipa-
nies should give cusiomers personal service and emplovees of ports and shipping companies
should understand the specific needs of their customers.
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iv} Reliability {RL)
Reliability obiained gap score of {-3.75) and it had a mean of gap score of {- L0} which means
that ports and shipping companies is expecied o be more refiable to satisfy the customers in;
when I!1.|.-'|.I anﬁmm dl:'m:l'l'l!lh.i:l‘lﬂ I:r:,r a cerfain Hme, IE'|.|.-|.I dio it, when customer has a pcru'l:h
e, IJ'|:|:*|.I :I'l.mJH show simcere inberest m:lulvln[l; the ]:u'nl:l]m 'Flm'band. .ﬂ'uF-P:l.nE cnmparllu
F:rinnu the service right the first time, should provide their senvices at the ime they promise
to do so and keep their records acourately.

) Assurance |AS)
Assurance obtained {-1.92} gap score and mean gap soore of (=16} The findings reveal that ous-
fomer are not satished with the behavior -ul'cmp{m'cﬂ instill confidence in customers, custom-
ers feel safe in their transactions with the ﬂﬂP]I:r:.l'Eﬂ, cmplny«n:s ﬂwl.l.'ld.be]:lu-]i.tem customers

and employees of ports and shipping companies should have knowledge ke answer custom-
Brs qu::ti.nm:.

wi} Cost (C5)
Caost obtained at {-0.63) gap soore and a mean gap soore of {-.75). This shows that Operaticoal
charges by seaport to shipping companies and shippers in terms of clearance and other opera-
trons are relatively fair and affordable to all especially their cusbomiers.
Acoess |AC)
The gap score for access was (-1.6) and the mean gap score was (- B1}. This means that custom.
ers have access mnibormabion, servioes as soon as |:l'|n:ﬂ_|.I requi.n: it.a.ruifeapnrl:.ﬁti]:!l:ri:ng Coami -
nies havve 2d-hour toll free customer cane lme but it does not provide the required ease of ac-
Commumnicatiom {{H)
Commaunication oblained 2 gap score of (-1.68) and an average gap scose of (-.71). Employess
to an extent, do mod make information ﬂa.!.'l]:.r obtamable I:r,r cusiomers amd Srn'pcn'r_il'n.hrppum
cnm'pa.niu should use of techmical terms whmmlaﬁngwilhnulmm:,cliznl:.ﬁ\:}'uﬂ:ndn
not commaunicate or inform customers, dients effectineely when there & delay or other issues
Semurity (5]
5e1.-|.1ril':.r ak uap-n-rt ur.ﬂ'upl:unﬁ mm]:lani.u, based on this ressarch is psasr. The EAp sonme 1%
(-1} and an average gap score of (-.78). This shows that seapart do not provide sufficient or
adequate safety on cargo during keading and offloading at the port sife and gangways. Cargo
at seaports are prone to pilferation or damage and often at the expense of the shipper. Mot
ma‘pm'h.l'sl'u‘p'pmg l:l:lmpa.niﬂ cannot be visibed arl:n:ighl.
Ii.'.umnr,l"l.l'nd-:n‘hndinﬁthc cusiomer (LT}
As bor knowing and understanding the customer, the gap soore is (-1.18) with an average gap

score of (-60). This means that to an extent, seaports/shipping companies do not recognize
thesr regular customers and do not ey bo accommaodate customers” schedules. From results ob.
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tained from in Table 4.4, it & seen that cuslomers perceive servioe quality as poor in all dimen-
sions meaning their expedtations fall short of they experience in maritime, In this regard, ous-
tomers are not satisfied with any dimension of service quality. All the dimensions show a gap
between expected service and perceived service and this means that ports and shipping com-
panies need to make improvements in all dimensions in order bo close gaps that could kead to
increased customer satisfaction. Thes result shows a re]a'l:iu'uitil:l as ara;u.ed b_'!.' Fiuas, Nwanﬁhe
& Mannian, 117} in the study of overall quality of service of London Radl services in the UK.

ANALYSIS OF THE SERVICE QUALITY USING STRUCTURAL

EQUATION MODEL (SEM).
Froem Ehe a.n.:l]].':dx,. the dmﬁptiw statistics to descrbe the :ump]: characteristics and the B3P
wl}'.'.h of the service qu.alil::." and the quﬂﬂl:im:lin.-ﬁ-. In addition, structural Equ.al:inn -
E]Li.I'IE_ [SEMN} was iI!I't].'llE:I'nEI“Ed. to examine the Flm-pns-l:d made] by using a.nn]:,r:i.'l of msmeemt
structures (AMOS) software. Two-step approach were applied bo estimate a measurement
mindel predecessor to the structural moded as Anderson and Gerbing (1988). From. the analy-
sis, resulis of the two measurement models a.n.al:.r:i: a:rE'F!n:smtrd a=, structural model amal-
viis and hypothesis testing,

Table 45 CGoodness of i indices for bwo measurement models and structural smodel

Goodonis of b measurcy Criteria | Me Exp Hon | St 1]
perceplinn mindel

Absolubr il malic e
Diiting pEEmci - ﬂ E e
Dy of [recboss (DF) . 20 13 42T
| (B -sguare {CHTN) - 254400 13434 She S
(B-sguare filegeevs of ireedom = 3.3 1373 Laln 1.391
Crondnes ol B indes (GF1) p ] G 1963 LR

usteed of fil indes (AGFI E .90 UETH (.927 DESE
Rl sscan sgmase reidual (RAEER) LT [T el L [T

g (1 s

Hamm- e it imce [WBF) E .40 (] 1474 il
Mol fn eedis (WNFL = 390 25 [T =] =T
Camnparative fil gles {CFI) 0 95 9E7 [k 6]
Incremental &t ndes [1FI) pasiasonios [ ndico ] 0957 LIET [T+
Parsimesy ratio {FRATHEH] - dans 534 S0E
Parsimosy sdiustmen le the NELIFMED k.30 714 ds1l [T
Parsimosy edjustment Lo the CH {PCFL) I 350 [[F 3 1.6M] [iET]
B geoalneis of fil indes [FGFI) = 150 0704 1553 [l
Rl wesees ermor ol i | RMSEAS -:E Uﬂ w LT

Table 4. 5shows the results of the gondness of fit measures for bwo measurement constructs (Per-
ception and expectation) and the strucheral model. Fit indices have been categorized in three
FrOp Absolute At indices (Le. ChIN, d‘l.i'!EF.l.arE.I'd.EF;l'Eﬁ of freedom, GFL AGFIl, EMSE),
l:nm'pa.r.uti.w ft indices {i.e. MMNFI, NFL, CF1, IFI), and Pardmondous Fit indices (e, PEATIO,
PMEL PFCFL, PGFL EMSEA). Al of the fit indices are more than criteria in measurement mod-
els and structure model. Ctmqumﬂy, pm'pmcd. mdels are suitable.
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Choce all constrects in the measurement model were validated and satistactory £t achieved
{(Hair et al, 204, Holmes-Smith et al., 2006). Ax strocheral model can then be tested and pre-
sented as a second and main stage of the analysis. The structural model has been defined as
“the portion of the moded that specifies how the batent variables are related 1o each other” (Al-
hr.iﬁhl: & Park, 208 The struchiral model aims to !I-Fl:i[‘:ll' which lakent constructs djrel:ﬂ':,r or
indirectly influence the values of other latent comstructs in the model (Byrne & fohnson-Laird,
1989

Fig. 42: Structaral madrl and slandendized factor bealing

Figure 4 2 shows the relationship that exdist between the dependent variables which is the over-
n.ll-:r.l.ul:lr-nf:crn.:: and the i.rl.-:l-:l:lmd..rnkvurin'bhﬂ-\. that 13 the ton dimenaions used for e
amalyss. lhe diagram shows how each dimensson = sigmbcantly haveng a relabonshap with
these variables and the overall quality of service.

TEST OF HYFOTHESES
The hypathess were related o the relaticnships between service quality pereeptions and ex
pectabions and customer satisfaction. This hypothesized model was tested wsing SEM and the
path diagram iz prazented in Table 4.6 Exogeneus sonstruct is servies qualiby having no-single
headed arrons Pnintirlﬁ tonward k. E!ﬂus;ﬂu:u:mmh'u:l: [customer EfFEﬂ:I‘EL‘I‘I.‘L ]:‘E’L'I.'E]:l'bl:ll.'l.'l
and cusfomer perception) have at beast one single-headed arrow leading to them. Straight ar-
TS {m.ﬁnﬁ;l:-—!'hea.d.-ud arrow] indicate causal ml.al.'i.nns]'l.i.pu-nr Fa.ﬂu;, whilst the absernce of ar-
TS Ii.|1.1:in5 cun.:h'ucls:impl:in:- thiat nio canesal re{.'ul:inn.d'ii.p h.a:bmh}rpull'nmed In this case,
service quality develops customer perceplions and these three variables all together nfluence
customer satisfaction. Data was examined for outliers using Mahanolobis disfance (D2) meth-
od 'Hﬂ'h!l.‘El:l}' two cases were found oulliers and deleted. Fuarther, the data were detecied for
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normality through standardized z-score and those data found not normal wene: transformied
using cdfrorm function.

Table 4 & Analyzis of hypothesic
Hypuothesized Paih Hypothesis | The eqimation of | The estimation of [Standard |l | Pvabue
wtand ardized re- pnstandardized | ermor (S.E) [ue
gression welght regression weigha [LZE.)
[ s b lnn.'l:ln.E:;l { Eacior I:'m’l.nﬁl.r
Crverall service quality H, DA&3 0572 QLZT 4.515]"
o,
Overall service quality  |H, 0754 L&D 0135 | do04)=-
—= Hespunsivensss
Crverall service quality [H, 0238 1000 Fieed | Fized|
= ASFUFABCE
Oiverall service qu.ﬁ]ll:}' Hf¢ nE43 (s e} o 167 4360
== rliabillity
Cwerall service quality  |H, 031 13237 Q1az B A55]""
= gty

Table 4.6 abowve, shows the t-valuees calculated, standard error, the estimation of unstandard -
ized regression weight, the esfimation ot standardized regression weight and the Povaloe All
of the t-values are higher than 1.% and all of the Povalues are less than 0.05 (*** means that
Pl 00, which indicade that loading fadiors have statistically meaningful difference with zero.
Consequently, all of the fve hy pothesss are accepted in this study.

Tesi of Hypothesis One
H_: There is a statistical relabionship between overall quality of service and tangibility
perceived by port wsers.

H1: The results from the Table 4.6 show that there is a positive statistical significant relation-
?l] I.:.J.' L"l:l"c':l.-ll I.I'Il:l.n.l!l m\';l.: |.|u.dul.:|' ﬂ.ll.ll Tﬂllﬁlﬂh "JJIIJI l-"'l'l.l!l.lr I_ﬂII.III.ﬂI.E"IJ l‘ n.m E |J e
[nmalt-malhmh}lp:ﬂtﬂi::i: a:nepled.sin-nelt]:ﬂ'lh:p-valueﬂlﬁ. which means the there is a
statistically significant relationship between tangibles and overall quality of service. This im-
p]ies that the h:ighcr Fﬂ'DEi'U'Ed hngﬂ:llﬂ-clf service, the [‘I.'i_EhEl.’ m :l.ulmen.l'part userys satise
faction. Wwaoghe et al. (2019], Wanke et al. (2006), and Kwaogbe et al. (2007) stabe that varimes
Im'igl'l:l]l.- serviors is the measorement of how port usersTuskomers n.-p:n:ls thae qu.alil.':r of ser-
vice |:.|'-|:|'u:i-|:1|.-d I:r:,- IJ.'IE]:HJ:I'I‘J and fhe :E1.i|_:r|:|in5 COAmpany; ph_'g,r:.i-ral facilitses, |:1:|u.'i|:rmc|1]. Persom-
nel, and commundction qualites ane considered 0 be the @nglble feamres of poms and ship-
Fin.p, SECVIDE 'I:r:r thae |:|-|:|rt ersfoustomers (Chen et al, 2005; Pius et al, 2017, Plus et al, 2018

Test of Hypothesis Two
H : There is statistical relabionship between Cwverall quality of seovice and Responsiveness
petecived by poet weers.
H1: There ix 3 poxitive ctabietical dignificant relationchip between overall eervice quality and
ru'pclﬁi'.'emm with F-'-'.'!|.1.IE caloulated at 00384, which = less than the ]:h\m]ue tabulated.
Therefone alternative I'I.].'Pl.'ll]'!'!i:r is an::pln:l. samce the tabaulated is less than 'p-'p'al:ue 005, which

mizans that there is a statistically significant relationship between responsiveness perceived by
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port uxers and overall q'ua]il}r of service. Moreso, there = Pmitiul}" :iﬁ:ri.En.ni: u{al:il:u'l.d'lip
between port usersfoustomer sabisfaction and F-EI'l:ﬂ'l'Ed. rﬁpun.:i.\rmm -nl':-er-n:e'b:.r Hhe =ea-
port and shipping companies since pevalue 0.05. This implies that the higher perceived re-
!:p-nrl.:il.!em.-.' of service, the |'LI.;_Hi'I|E:I' port wmersirustomers sabistaction. This means that more
port wsers will be atiracted fo use these n:apnrl:. thus E;i.'l.rinE theermn :nmpcliﬁ\'e lEﬂEE over their
competifors in the sector (Mwaoghe et al, 2007). Providing port users with different response
{willingness to perform operation at the ports) like easy documentation of carge clearance, car-
go i.ru]:lncl:inn which can n'hha:rmeshi]:lpmg :-mnpaninind port users TV IOES, Car enoLrge
amed promuote cu:bmmr]n}'n]ry -ﬂ:l'l.d.:l’l:‘!PECl I:-n:-r.l.d'l.purh.l:l‘iusct aL,lDlE;Hw.nn-E'l:\.- etal., 2008;
”“‘-I'IJEHE, ﬂgwudl: & Ibe MIE & Hw:mﬁbc. Pius & ldokn, 20018). Therefore, mpl:n:i\m
fo various services needed at the seaport will encourage more port users or port calling by the
shipping companies and the shippers io use these shipping companies and seaport (Apapa
port].

Test of Hypothesis three

H,, There is no statistical relaticnship between Orerall quality of service 2nd Assurance
perceived by port users.

H1: There ix a positive sfatictical significant relationship between overall service quality and as-
suranoe with p-vahle- calculated at LO3RES, which is less than the ]:I-'l.m]ue tabulated, therefore,
altermative h}rpnli'u.-.:i: is .1|:v|:|.-|:r|:-|:1:'| simce the tabulated value is less than p-valut 005, which
mitans that there is a slal'isl:i.n]l}.' ::iErl.i.ﬁ.ca.nt n:]:rl:icnﬂﬁp bethween port EeTs CEsiOmers assur-
5 ] 'p:r:-peclil.ru amed ooverall qu:l]ir:,r of service of the lﬂpnrl."ﬂlip'pdnﬁ Dl:u'npa.n.l.n In addi-
kv, theere bnpmil:iwl}r li.gn.'iﬁmnt r:l:l'l:inn.ﬂlip h:lwmpa.uﬂlﬁ;ﬂ'ﬂrbiﬁarﬁmmﬂ PEI'\'I:E'I.'Ed.
assurance of service of the seaports since (p=005). This suggests that the higher in perceived
service assurance, the hi;hsr:u:l -:l.Llllnnmn‘Pm'l: user's satisfaction. As Parasuraman, Zeithaml
amnad Een'?' (1985} note, customeTs E:n.]:lcctli'u.- services of I!'l-E'Fnl'Il- tr b o time, as scheduled,
employees b be polite bo customers and employess of ports and shipping companies should
have knowledge o answer oustomers’ questions.

Test of Hypothesis four
H,: There is no statistical relabionship between Cverall quality of service and Reliability
peroeived by port weers.

H1: There is a positive statistically significant relationship betveen overall service quality and
rel.'i.a.l:lilil'_!.r of servioe with p-valut calculated 00IS4E, so therefore, albemative l'l}"FI'I:Iﬂ'lEEi! i% &
cepled since abulated vahse is lesx than p=valee 0.05. This means that theme is a statistically
si.gniﬁm't ::Ial:imul'l.i.p betwern p-u-rt'l.l.urs,n'ru.-.‘h:'n'l.:r' Pﬂlp-ecliwmmrl.-nll. q'l.lal.'il:,r of mervioee
amed rtliabi.'li.t}' of the .*cpapa seaport. Muoreso, there is p-mili'rr .'n'Eniﬁl:mt n:la.til:u'uiﬁp between
port users satistaction and perceived reliability of service of the Apapa seaport since pval-
we <105, This means that IhEl'l.i.Shl.-rin F:n:ei'md !EI'WI:E:I’EII.ﬂ!-CI]JI.‘T, the |'I.I.EE1.EJ’ in port users' )
customers’ satisfaction. The cusfomers prefers to see a seaport that have the ability o perform
operationally well as they promised a good service dependably and accurately o satishy their
ou | | ""}'u.nd.nnkirnl:l.:r.mrmn“:ﬂmﬂnhﬁmpﬂ,ﬂlﬂwﬂmmmﬁm
clearance of cargoes are accurately executed perfectly because it helps o increase tumaround

laww ol Jlill wiml Mo v aeshinorees o bakoe Ml o AR oo Bl was i wwen ela s I;Illl‘llld’
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(Hwangheetal.,?ﬂ]?: Hh'angl:e:taL.lD]H-]. Ax Parssuraman, fxithaml, and Berry [1985) not-
e, l:u.:hmms-ﬂp.-d their servioes to be on ime, as scheduled on the Elighttin'l.eu'l:l]:.Tl'lta:ir-
line industry is duty-bound o carry passengers from destination A to B, without any delay
and cancellabion.

lest of Hypothess ove

H,; There i= a statestical significant relationship between Overall quality of service and emipa.
Ih_'!.' 'Percr:i'-'-ud b port users with p-'l.'.alue caboulated 0.0202], 20 thersfore alternative h:l'Pﬂﬂ'l-
esis is acoepled since it is bess than p-value fabulated (0.05. This means that there is a statisti.
n.]l:." :iEniﬁ-l:.'u.nl ml.ul:inmd'l.i.p between port users/rushomiers s peuperﬁm amd mparj'l:.r of the
seaport amd nl'l.i.'pp'ing COETipaTy. Bloreso, there is a pl:u:ili'l.rE]:r si.grl.iﬁmnt rdn.ti.-'.uuhi:p bebween
port users satisfactiom and perceived empathy of service of the seaport since pevalue=a.05. This
im'pliu: that the J'u.gherpen:ﬂwed Ernpa&l}rnf worvice, the h:igher im port weersiousinmers’ sat-
isfaction. Mwaoghe et al,, (2018) states that service empathy is the measurement of how ous-
Inm:,n‘pm'l:tuﬂ':"mg,m‘d:t: qualil}lnl'n:nfi:rpmuidrdb}lﬂh:ua‘purh;npﬂaﬁng hours of
poris; convenint to customers; p-ermul seryice and :p.-ciEc newds of their customers (Wanke
et al.. 20146).

Reliability and validity of the scale nsed

The maost commion measure of reliability is internal-consistency reliability that measured with
Crombach .H.I]:lha Im thas sth.:.r, as the resulis have been indicaed in Table 4.4, Cronbach .H.Iphn
of communicabon was 0,948, I.H'Iﬁjl-b]ﬁ was L7779, eri..u'l::ilil:.r was [.E5S, Mpnn.:im was
[LBO], Assurance was U743, and Empal:h:.r was 0859 cost was 0,729, I-EEI.I.I'i]_'!.' was .73, acoess
was 76T and L'.ru:m.ug oustoemer was 0.7 1Al of them were more than 0.7, indicate that the
quﬂliﬂﬂl\ﬂi.l‘ﬂ are reliable. For tl!'ll.l.TlE thi constroct vn]i:li.t:_l.' af the ql.lnli.ml.na.ircs, E'd.p]nm‘tm'_gr
Factor Analysis (EFA) and then Conformity Factor Analysis (CFA) were applied.

The results of expletory factor analysis have been shown in Table 4.5 tor each dimension of
service quality and Customer sabisfaction. All 1 dimensions of service quality maintained in
their indtial strocture and customer satisfaction was identified. KMO in all of the dimensions
was high and the sampling adequacy was confirmed. Factor loading % of variance in all of the
dimensions was more than (L5 that confirmed the remaining of factors in the mode]. The result
of the expletory factor analysis (EFA) has been explored in section 4-3- Measumement models
result.

Table 4.7: Results of expletory factor analysis

Clusstionealee |I;.h-lL'l Factor losding % of varissce | Crombad Al
AL L T 0954 G165 AT
ies a7l CTER ]
Beliahiliry 0868 G841 _LEEF
BN TR BE LED
Assurance 0LASA Sa4l 1 e
Empu:h'.' 0349 LIS 0.B52
Case DTG LALOT 0.an4
Sevurliy TS0 AN 1 g
ACDESS LN 67T 0.3
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LI UESCi0N ) pe Jrcman Facior loading s of vanasce | Crombacds alpha
Erving aussmer Jo.zem LLED 0.711

DISCUSSION OF RESULTS
Service quality is fo create value overall to achieve customer satisfaction. To achieve dstinc
txon, hirms pay attention to mﬁ:ﬁmfs]:rmepﬁmtrﬂm q'u:l].i.t:.faru:l p-util::inlhl.-]:ui-
|:|-|.'.i|::|r of their activibes, because the ELHH:I |:|I.Lﬂ1i|.'__l|"ll:|f SOTVIOES i.111|:|».1|:1:|- o cusbormer sabisfaciion
include 'meIaI:iIil.'_y', I"‘mdul:li.\r.il:y, market share and reduces costs. B}r qu"n‘ng overall ser-
viee -:p.lalil_:r' quu'l:im1na.ir|.-, the maximum AP observed in commumnication with the mean of
gap was - 71 and the minimum gap observed in assurance with the mean of gap was - 1.68 Al
ter comemunication, maximam Bap exisds i empﬂlh}', and rEIl.nI:-u.IJI::,r The: overall conditions in
assurance and tangible were appropriate than others. Customers and port users were dissat-
shed In l.'lﬂl!l:l'-lﬂ!i.m because it was ﬂﬂP]I:r"ﬂ'_l were nod 1.'r.i||i|.'|E fo i'u.-]|_:|. I:I'i-|.-l.r didn’t have
EJ'H'I!I.I.EEI Hme o m:l:rnnd o cleents" request Frmp'ﬂ:.r_. and they didn't call with oustomers/cli-
enits in terms of dela].- af CArgo. It i mmaled theat managers pay maore abenton o human
resouroe issues generally. Employvess should increase interpersonal skills so they can devote
miore fime b clienis” requ:inﬂ'nmh:. In this :-md:r, wi have exiended an instrument o mea-
sure the overall sabisfaction with three dimensions extracted from exploratory factor analbysis
(EFA) by principle component analysis method and conformity Factor analysis (CFAL The re-
sult confirmed the propossd models. Twoe measurement models wene ale adopled for mea-
:ur.inﬁ overall service q'u:l]il'_g,rand ousiomerfclients’ satsfacton and one structural mode] that
showed the relationship between them. The result of this study showed that there is a positive
and significant impact of overall service quality on oestomersiclients satisfocton (463). In
addition, other h_'grpmfl.nb was tesfed and there was a F'I:Hdli".l'E and si.;g:tiﬁant Ivd.al:in'n.'li'.l'ii.p -

tween overall service quality and ten dimensions.,

CONCLUSION
Froem the analysis carried out in order io answer research questions and hemce fulfil the purpese
of the !.'h.l.d:.l' that inchede; :ﬁndi:ng ot how customers 'Fv:n:Eive marthme seryvioe :p..ulil.'r, factors
hindmn.g customer satistackon, ll:len.l:.l"l__.-'n'u_:; what dimensions i'Li_E;h]].' contribule (o oestomer
satsfaction and what should be done to improve customer satisfaction by ports and shipping
companies. The findings from analysis reveal that the SERVOUAL model is not a better instru-
mienk bo measure service quality for maritime working environment. The gap score analbysis
carreed out, fownd thak, the ovenall service qua]i.t}' s low uprn::i\'ud I:r:,rcu:h'rm:nnnd e
unsatisfactory customer satistaction. Customers have higher expectations than what they actu-
ally experienae frem even thiugh the difference 15 ni signifeant. Te answer the maln reseanch
quﬂinn whidh is; how customers PI!I'\'I:EI'I.'E SerVice q'ua]itl,r, the gap sonres amalysis carried ot

L 1

rmm-:'cl.l-:l AT Eo q . The overcall Fﬂ'ﬂ:’\l’-d prcice :El.l.'lH!:, i lowar ax n:r-..—b.
Froma emeaad F-mrlim:imlpl’.ri'nﬁﬂut muetomore demand moars than vt i.lb-li.ﬂ#-ﬂnﬁlﬂd ks
them. Dhoe to such F\na.llmg Bp. it iz clear that customers are not satished. Further evaluatson
on the perceptions and expediations of the customers it has been observed that all dimension
of service quality that contribute to customier satisfaction. The findings on the actors hinder-

i“E rustomier satisfaction, it has been found that most of customers were nod ha'p'pg-' with]:im't:
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O MUOHAMMED, A1 [ GROKE, V J OEEUSLE, LA | CHINDA, L

arud nhip-pi'nﬁ cnmpaniu...mﬂlnm CACE SETVECE, rEILab:l.IJl':.r :|!1.i|:|'|:l-i:|'||[.'| l:nm]:uniﬂ" up:ml:il:m-
al d‘l.ﬂl.'ﬁ!ﬂ amd I'I.n.-:lcinhl::,r Evidensce from the :I.'ud}' shows that, ports and ﬂ'l:iFFil.‘lE rnm'pa.ni.-:
have to improve performance on all dimensions of service quality in order bo increase custome-
er satisfaction as cusinmers expect more than what s being offered by the port and shipping
companies. By improving customer sexvice quality means strengthening company competi-
tive edge within the industry. Recommendations were made for ports and shipping companies
should make use of the study on service quality and customer satisfaction to understand the
chnmﬂ'.nﬁ customer’s satistaction on how o i.IT!P'n‘H'E the level of service al:'l:lu:pan horeso, the
izsue of congestion on the road to the port and the port iself affect operational service of the
paort, Flﬂhf’l' u'uplu:ﬂimm b bo i.rnpl'm'tﬂmu service lovels a'tﬂ1r'pm1. Cusiomer satisface
tion strategy will help companies bo compare their performances against oustomer standards
:lgai.ml inbermal Processes, :i:'l::l:.u-lr_!.rhﬂ'idunm'k_-.' and ll:l.n:nl:il’].' nppul'h.u'l:il'i:sfm i:rn|:l:|1:n.r='ne:r|i
Ports and shipping companies’ infrastruciures like berths and dock yards should be improved.
Moge mvestment should be made in new modern technologies. On the customer acoess levels
filme |.r|.rl.i.h.|.n.n_'th.||n: pclwiem b are ocvouaneyaded fue j.l.ll].ll.ul'l:lJ men wive wend ll:'l.i.n:l.l.lﬂil.:r.
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