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ARSTRACT

Service industries such as pork industrios; are

rapidly dominating the cconomies of both the developed and
of the Third World countries. qervices have their unique
characteristics which make their marketing very different
from the routine markel indg functions of products. bue Lo
these characteristics, services are best markeled by
bettering the facilities in which the services ave housed
-and by imp;oving on the actual provision of the sorvices
which, for the most pmt, ave produced and conasumed
simultaneously. The variability in the quality of service
provided should be winimised by the provider in order for
hjm‘to establish a sct standard acceptahle to buyers of

the service. In the final analysis, and in-kecping wilh

the marketing concept, the qualily of service as percoived
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by the users of the scrvice will

determine it's success

and the ultimate survival of the organization rendering

the service.

This study sought to investigate the perceived

quality of port service at Kilindini llarbour, which is run by

the Kenya Ports Authority, a stale corporation under the

ministerial jurisdiction of the Ministry of Transport and

Communications cof the GCovernment of Kenya.

It was observed by the researcher that fewer ships have

been visiting thg vt yoear by year,lhat there has been a

decline in the tran=it carao handled by the port,that there

has been a decline in the rate of growth of tonnages handled
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perceptions of the port users with regard to the sorvic
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"they receive. The guestionnairae also solicited rospe 5

from the port uscrs on Lhe probloems that they face in Lheir

interaction with the port. 1t was hoped that this wonld inform
the relevant government officials of the problems being
experienced at the port, hiqghlight arcas of disasal ialfaction

that port management could try to rectily, pinpoint avenues

through which the markeliung department of Kenya PPorts

Authority could enhance their marketing effort, and provide
;

better quality of scrvice to the benefit of the nation as

o

a whole.

The study rcevealed that the quality of servicoes

rendered at the port as perceived by the port usors generally

falls below their expectations. 1t revealed many problems

experienced by the port users which could be attributed to

various departments within the port. The major arca of

criticism was in the Operations Division where the Marine

Operations and Uondentional Carqgo Departments were found

to perform well Palii the mean expectations of port users.

The Container Opédrati Department was praised for its



performance and was said to compare well with container
terminal operations in the developed. world. The Kenya Ports
Authority should strive to improve on the quality of
services that come under heavy criticism and maintain the
good image of the arcas from which the port usecrs derive

satisfaction.



