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Quality = meeting or exceeding customer

expectations OR the difference between

customer PERCEPTIONS and expectations of

service

Quality is:

1) Value

2) Compliance with specifications

3) Compliance with requests

4) Ability to use

5) Avoid losses

6) Response to /or overcoming users

expectations

What is quality?

Multiple definitions 
although a general 

approach can be 
identified



Port Quality is related with:
- Efficiency in port services provision
- Environmental awareness
- Safety
- Security
- Port user’s satisfaction
- Timeliness
- Port infrastructures

Why port quality matters?
• The contemporary port industry is 

extremely competitive. Quality is part of 
a port’s total competitiveness

• Safety, security and environmental issues 
have gained attention.

• Oligopolistic nature of several shipping 
markets (i.e. container, cruise) puts a 
pressure on ports to increase quality

What port quality 
includes?

Why port quality 
matters?



Highly competitive port 
environment

Focus on the quality 
of the provided port 
product

Minimum level of 
performance

Market power on the 
demand side

Modernization of the 
port industry

Why port 
performance?



Examples from the industry

European Sea Ports Organisation
(ESPO) classifies port performance
under four distinct categories, under
which, indicators can be attributed :
1) Socio – economic performance
2) Intermodal container

connectivity
3) Governance
4) Environment UNCTAD, (1976)

What port of Rotterdam measures VOC Port Trust (India)



Industry International Organizations

Academia Stakeholders

Why now?



#    WP6 focus: Do ports deliver what their 
users expect?

One of the elements of the PORTOPIA
project, (WP6 of the project) is to explore 
port users’ perspectives when evaluating 
port performance.

#    Joined forces towards the development 
of an ICT tool that will capture and 
evaluate port users’ perceptions

providing hence the participant ports 
with a  tangible tool for port 
performance management.

About
the PORTOPIA Project: Work 

Package 6 (WP6)



The “concept”

Integrating Users’ 
Perspectives

in Port Performance 
Evaluation

1. Containers

2. Dry Bulk

3. Liquid Bulk

4. Break-bulk

5. Ro-Ro

6. Cruise

Port market

S-P
P

P-H

1. 38 parameters

2. 33 parameters

3. 31 parameters

4. 35 parameters

5. 35 parameters

6. 38 parameters

P.A.or T.O. select the market 
and the parameters

Survey to port 
users

Importance Evaluation



1. P.A.’s want to have a full control over the 

survey

2. P.A.’s select what they think are crucial for 

port user’s. But this is not the case

3. Sceptisism from port associations. Negative 

experience from previous similar studies

4. Data sensitivity

5. Port users’ contact details

6. Lack of trust

7. Conflict with existing port performance 

measuring systems

8. The “fear “of ranking

9. The potential policy intervention and 

formation

Observed barriers
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