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Abstract:

The study aimed to assess the impact of the quality of marine services in Port
Sudan on customer satisfaction, by presenting a theoretical framework that clarifies
all concepts related to the overall quality and the quality of services. The descriptive
and analytical approach was followed, whereby the questionnaire was used as a tool
to collect data on the study sample and retrieve it. (40) Questionnaires were
distributed, (37) were retrieved, with a recovery rate (92.6%), which formed the
study sample.

Computer data entry and statistical processing using the Statistical Package for
Social Sciences (SPSS).

The study reached several results, the most important of which are:

The process of communication between the General Administration of Maritime
Operations and its captains of ships is very weak in terms of evaluating the service
provided to them at Port Sudan Port.

Some customers see that there are aspects that express the relative quality of
service, which are:

The Ports Authority provided a lot of advanced equipment and supplies related to
providing marine services, such as the Automatic Vessel Tracking System (VTS) in
the control tower.
-The presence of the most modern (AZIMUTH STERN) tugs with high capabilities
in carrying out naval maneuvers, which in turn contribute to raising the quality of
marine service and reducing time.
-The percentage of satisfaction with the towing, extension and other marine services
provided at Port Sudan Port (77.7%) is considered very good.

Based on the previous results, the study recommends the following:
The necessity of involving the dealers and all stakeholders associated with the work
of the maritime administration in the formulation of services provided to them by
the maritime administration.
Full commitment by the top management in adopting quality systems and
institutional excellence as an approach to developing marine services.
Approving effective training programs for the marine cadres in the authority in
general, and in particular for the employees of the control tower and the tugboats,
considering that they are the least efficient according to the evaluation of clients, in
order to achieve the highest level of efficiency.
The study recommends that the Authority’s management work on the systematic
evaluation of marine services periodically, and to develop and update them in order
to meet the needs and desires of its customers.
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