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. ] t' ~1 rr>Service indu~:;trir':; suell ,1!~ purl _L11CUS-r1C'!;,

I 1 1 ('I,ll1(l. . c i t.ho eC('IlC"l11li (',; of both t; io ( C'V(' ('I",rapidly aoml.na l.nq '-

. ,",r>. 1'\1]' c es have their 11Ili'I1.lCof the Third WorlJ counLrlos. • - -

characteristics v.hi.ch mn k o 1.I1('ir lIl;lrketing very (1i ffel-C'nt

from the routine ]1I,lrkct l n.: CIlllf'L.i(ll1;; of pro(llwt!~.

these characteristics, SC'l-Vj('(~~; nr o best mar k o Locl Ly

in vi l r i.cLr t.ho services <11-(' h(lll;;(xl

1)11(' l:0

bettering the facilitios
.and by improving on L11(' a,:lu;ll. jlrClvisicin of L11(' !~('l\!i("'s

which, [or tile 1lI('!';\. Iloll t , ;11'" 1'l"l(\Il('('d <llltl cnll:;IIIII("\

s Lmul t.an eous Ly . The v,.l-j:lhiljLy ill the fjl1i:11LLy o f :~('rvjce

pr ov i.d ed should LIe nLn i mi s r-d II)' the provic1erill or clor for

the service. In tl\o f Ln aJ, a na l.y s i.ss , a n- Ln= k ecpi 11q w i l h

the market 1ng cOl1(:01It, l.h o (fll" 1:i Ly 0 [ serv ic 0 <1spore c:i.ved

by the users of t h o sorv l c.o w i l L d o tc r mi no it';; :;l1CC!."~;;;

and the u Lt.Lmat o s ur v i vnl o f t 11(' nrq;lnizZltion r ond ori nq

the service.

quality of port s or vi c o ,.t- l\iJ i ncl i n i lIi:1rbour, w hi o h is run by

the Ke ny a Ports I\UtJl01'j ty, i1 ~;LILC' c or po r a tion 1111110'-tile

ministerial j ur Ls.d tc t tou oI Li10. t-1illistrQ' o f 'l'r<lll~~purL o nd

Communica t ions 0 f t ]11:' Cr)Vrr 1IIIlent: () I: I\cny<l.

It was obser v r-d h')' I~II(' r osoar ch er t.h a t; I owo r ~~hips hav o

been v Ls Lt i.nq LI1:-1 t,ol'L ),",11- I,y yc"r,L1I<l.L Ll1CI-(' ltd~~ 11('(,11 a

decline in th o t 1',:111" i I r;11-(!0 ]),"H1 J (~cl J,y the port, t ha t. thorp.

has been a decline 111 L11P r o t.e- of qrowth of t on naqos handl ed



in each successive yC'n~, <\nd f 1\('(' I"'('ioclinn~::I h,\ L 1".11- t per .()nn,\

have not been achieved Io r ~;('vrl-(11 YC(1rs.

Whilst n1UTlY r(,l1SC)II:; helvC'I)(:en

perceptions of port usocs of

l 1 1 c; 1.)1:><'11 d o n o i 1\ I c.-, Lhr:] iLL J" ~.;_\J( ')' \ <l. .- - '-- '--

LllC' servlces renc1ol:cd to I hem a L

above observations,

the port. Therefor~, l)y USf' of 11

the researcher obt.:1:in0t\ t h o print- cXI.'ccliJ.tLons (111,1('\111-Cllt

perceptions of the porL
. I _01 to 1-11(' C;('r vi (:psusers VI.LL 1 re<:fiJ.l:\.. _. . 0

they rcceive.

1 II 1 i '11" t h.r L t.hr-y f;Wf' ill t.h o i rfrom tIC port u n c r s UI} . I'~ I'I"C" L I.,

Ln t.o r a c c Lon with 11)(' 1'''1-1.

t.h e relevant govcrnI\1<'~lll of. r i.Co: i.a L!; of the pr o bl ('J\l~; I,,, i 1\()

that port managpment could try to rectiiy, pinpolrlt avenues

through wh Lch the mnr ko L] li<.JdC'J'"rlment of Keny .i ]'()rl.s

'J-. (

. (

l\uthority could o nli.i no o r ho i r m.i r kc tin q e rI o i t , ~111r1 111~ov.i.de, .
betLer qu a Li t y of ~;(:'rvi.("(' Ic) I ho br-no f Lt; of th o lli,l;c)}} (1S

a whole.

falls below their (!XpecLClt:iolls. It r cv oa Lcd manv p r ol i l crns

e xpo r t e nc cd uy tlw l'nrl: U:'''I-~; vrli i oh COll]<.J he <11Llfiil\ltC'(1 to

various departments w i t hi n UIC POl-to The maj o r nr oa of

criticism was in t.hc (lprrClLiow; l ii vi s io n whor o Ll io j\1~rine



terminal operations in t.h o d ov oLo ped world. Tho 1~(~IlY" Ports

l\ u tho r i t Y s ha u 1d s L 1- i v o I 0 i Ill) >1- () V C' () Il I 1\ C q U;1 I i t. Y () f

services that come under hoa vy c r i Li cis m and ma l n Lni u the

good image of the i1rCi1S Lr om wh i c h l.h e port users dC') i v c:

satisfaction.
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