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Abstract

The container shipping industry is vital to global trade, yet in Tanzania, freight
forwarder satisfaction often hinges on specific service quality dimensions that
are overlooked. This study investigates key factors, speed, reliability, respon-
siveness and value affecting Tanzanian freight forwarders’ experiences, using
Inchcape Shipping Line as a case study. Employing both quantitative and qual-
itative methods, the study applies the SERVQUAL model to identify significant
satisfaction gaps and priorities, revealing that enhancements in responsiveness
and reliability are crucial for fostering customer loyalty and trust. Findings
demonstrate that Tanzanian shipping lines must prioritize consistent commu-
nication, timely delivery, and transparent pricing to align more closely with
freight forwarder needs. These insights offer actionable strategies for service
improvement, informing both industry practice and policy. In an era of rapid
digitalization, this research provides a path forward for Tanzanian container
shipping lines to enhance service standards, boost competitive resilience, and
support sustainable growth in the nation’s maritime sector.
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1. Introduction

Container shipping has emerged as the backbone of global trade, driving economic
growth and development worldwide. In Tanzania, the shipping industry plays a
critical role in facilitating both imports and exports, with container shipping lines
working continuously to optimize service quality to meet the expectations of

freight forwarders and their clientele. Quality of service is pivotal in determining
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freight forwarder satisfaction, which, in turn, is essential for fostering customer
loyalty, repeat business, and a positive reputation in the market (Ho et al., 2017).
As service quality is inherently challenging to quantify due to its intangible nature,
researchers often utilize service quality models, such as the SERVQUAL model, to
assess its impact on customer satisfaction (Tas & Yorulmaz, 2021). The relation-
ship between service quality and customer satisfaction is complex, requiring ship-
ping lines to prioritize service quality dimensions that directly affect freight for-
warders’ experiences and, ultimately, the industry’s competitive edge.

Tanzania’s shipping industry has experienced significant transformation as dig-
itization and customer expectations continue to evolve (Hirata, 2019). Freight for-
warders, key intermediaries in the logistics chain, play a crucial role in maintain-
ing efficient cargo movement from origin to destination, while their satisfaction
depends on specific service quality dimensions such as reliability, speed, respon-
siveness, and value (Yuen & Thai, 2015). According to studies conducted in sim-
ilar contexts, responsiveness and reliability are often highlighted as primary driv-
ers of satisfaction, particularly when freight forwarders rely on timely and depend-
able service to support complex logistics operations (Riitho, 2018). Despite these
insights, there remains a gap in knowledge regarding which service quality dimen-
sions are prioritized by freight forwarders in the Tanzanian market, highlighting
the need for further exploration within this local context.

The SERVQUAL model provides a robust framework for evaluating these di-
mensions of service quality, with prior research underscoring its applicability in
various settings. For instance, studies in Tiirkiye and Singapore have used SERV-
QUAL to reveal that dimensions like speed and reliability significantly impact
customer satisfaction within container shipping services, driving customer loyalty
and enhancing positive word-of-mouth promotion (Yorulmaz & Tas, 2022; Yuen
et al., 2018). These findings are consistent with research conducted in Kenya,
where responsiveness was found to be essential for improving satisfaction among
freight forwarders in the shipping industry (Riitho, 2018). However, the unique
attributes of Tanzania’s shipping industry, including its regional dynamics, infra-
structure, and customer base, demand an in-depth investigation into which ser-
vice quality dimensions freight forwarders value most.

This study focuses on identifying preferred service quality dimensions in Tan-
zania’s container shipping sector, using Inchcape Shipping Line as a case study.
By analyzing freight forwarders’ preferences, it aims to align service delivery with
local expectations. The findings will guide policymakers and companies in en-
hancing satisfaction, market positioning, and sustainable growth. A blend of qual-
itative and quantitative methodology approaches will address knowledge gaps and

provide insights into effective service quality management.

2. Literature Review

2.1. The Role of Service Quality in Container Shipping

Service quality in the shipping industry significantly impacts customer satisfac-
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tion and loyalty, especially among freight forwarders whose business models rely
on consistency and reliability (Huang, Cheng, & Xu, 2019). Research indicates
that freight forwarders value service dimensions such as reliability, speed, respon-
siveness, and value, as these aspects directly influence their ability to fulfil com-
mitments and maintain positive client relationships (Yuen & Thai, 2015). In East
Africa, however, infrastructural challenges, port congestion, and limited digitiza-
tion further complicate service delivery, affecting the speed and reliability of ship-
ping operations (Riitho, 2018). For Tanzanian freight forwarders, delays and in-
efficiencies not only affect operational costs but also erode confidence in the lo-
gistics chain, making service quality a paramount concern in the region’s shipping

industry.

2.2. SERVQUAL Model in Shipping Industry Research

The SERVQUAL model, initially developed by Parasuraman, Zeithaml, and Berry
(1985), is widely regarded as a comprehensive framework for evaluating service
quality across multiple dimensions. This model examines five core aspects of ser-
vice tangibility, reliability, responsiveness, assurance, and empathy that influence
customer satisfaction. Studies applying SERVQUAL in the shipping industry re-
veal that reliability and responsiveness are among the most critical factors in de-
termining customer satisfaction. For instance, research in Singapore’s shipping
sector by Yuen et al. (2018) found that reliability, coupled with swift and respon-
sive customer service, significantly enhanced customer satisfaction and fostered
loyalty. Similarly, Yorulmaz & Tas (2022) found in Tiirkiye that service reliability
is a strong predictor of customers’ behavioral intentions, indicating its vital role
in building long-term client relationships. These studies underscore the im-
portance of adopting service quality models like SERVQUAL to identify which
dimensions most effectively drive freight forwarder satisfaction.

In Tanzania, the application of SERVQUAL is particularly relevant given the
logistical challenges faced by the country’s shipping industry. Freight forwarders
operating in Tanzania prioritize reliability and responsiveness to mitigate risks
associated with delays and unpredictable port operations. However, the practical
application of the SERVQUAL model in Tanzania remains limited, with little re-
search directly examining the specific dimensions that drive satisfaction for Tan-
zanian freight forwarders. This study, therefore, addresses this gap by applying
the SERVQUAL model to understand which service aspects freight forwarders in
Tanzania value most, with the aim of informing strategies for improving customer

satisfaction.

2.3. Service Quality in the East African Shipping

In the East African shipping industry, service quality challenges are often com-
pounded by infrastructural and operational limitations. Previous research within
the region suggests that responsiveness and speed are particularly crucial for

meeting freight forwarder expectations, as delays and logistical inefficiencies are

DOI: 10.4236/jss.2025.136035

516 Open Journal of Social Sciences


https://doi.org/10.4236/jss.2025.136035

R. C. Bunzali et al.

common obstacles in African ports (Riitho, 2018). Riitho’s study in Kenya found
that responsiveness and speed were highly valued by freight forwarders due to the
unpredictability associated with port operations and cargo delays. Furthermore,
Vandayar’s (2005) research in South Africa indicated that superior service quality
led to positive client perceptions and reduced service switching, highlighting the
importance of consistency and reliability in service delivery. These findings un-
derscore the unique challenges and expectations within East Africa’s shipping in-
dustry and reinforce the need for Tanzanian container shipping lines to align ser-

vice quality with the specific needs of local freight forwarders.

2.4. Container Shipping Service Quality in Tanzania

While research on service quality in Tanzanian container shipping is limited,
studies on related areas, such as port service quality and logistics governance, offer
useful insights. Juma & Jin (2021) highlight delays in cargo handling, lack of trans-
parency, and inadequate digitalization as key challenges affecting freight for-
warder satisfaction in Tanzanian ports. Other studies emphasize the need to en-
hance logistics systems and adopt customer-focused service standards to boost
growth and efficiency. However, research specifically addressing freight forwarder
satisfaction with container shipping lines in Tanzania remains scarce. This study
seeks to fill this gap by identifying the most valued service quality dimensions,

focusing on the services provided by Inchcape Shipping Line.

3. Methodology

This study employed a case study design to investigate the service quality dimen-
sions that influence freight forwarder satisfaction with Inchcape Shipping Line in
Dar es Salaam, Tanzania. The case study approach allows for an in-depth, context-
specific exploration of the factors shaping customer satisfaction within the Tan-
zanian container shipping sector. Focusing on Inchcape Shipping Line as a repre-
sentative shipping company enables a detailed examination of the practical expe-
riences and expectations of Tanzanian freight forwarders, who play a central role
in the logistics chain. This section outlines the sampling approach, data collection
methods, and analytical techniques used in this study, alongside a discussion of

potential limitations and strategies to enhance methodological rigor.

3.1. Sampling Approach

The study population comprises employees from six freight-forwarding compa-
nies purposely selected because 1) Each handled > 5000 TEU with Inchcape dur-
ing FY 2023/24, together representing 67 % of Inchcape’s Tanzanian throughput;
2) The set covers multinational, regional and locally-owned firms, ensuring own-
ership diversity; 3) All maintain current contractual agreements with Inchcape,
guaranteeing recent, first-hand experience; 4) Each operates full-service offices at
Dar es Salaam Port, giving comparable exposure to port-side constraints. From

an estimated population of 800 employees, a purposive sample of 260 respondents
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was selected based on their specific expertise and direct involvement in container
shipping operations. This selection strategy ensures that only those with substan-
tial experience and relevant knowledge of Inchcape’s service quality participate in
the study, thereby enhancing the relevance and accuracy of the findings.

The choice of 260 respondents is justified by considering the need for both di-
versity and depth in the responses. With a sample size that represents 32.5% of
the total population, this study achieves a balance between statistical significance
and practical feasibility. Furthermore, this sample size is large enough to capture
a broad spectrum of perspectives across different roles and organizational levels,
providing a comprehensive view of freight forwarder satisfaction in relation to
service quality dimensions. The inclusion of employees from multiple companies
also helps to reduce potential biases that may arise from a single organizational
perspective, thereby increasing the generalizability of the findings within Tanza-

nia.

3.2. Justification for Purposive Sampling

Purposive sampling was selected as it allows for the targeted inclusion of individ-
uals who possess specific knowledge and expertise related to the research objec-
tives. In the case of this study, freight forwarders with direct experience in con-
tainer shipping interactions with Inchcape Shipping Line were deemed essential
for generating insights into service quality dimensions.

However, purposive sampling can introduce selection bias, as the sample may
not fully represent the entire population of freight forwarders in Tanzania. To
mitigate this risk, several measures were implemented:

Diversity in Roles and Levels. Respondents were selected from various roles
within each freight forwarding company, including operational staff, supervisors,
and managers, to capture a range of perspectives on service quality.

Inclusion of Multiple Companies. By involving employees from six different
freight forwarding companies, the study minimizes the likelihood of company-
specific biases and enhances the overall representativeness of the sample within
the Tanzanian shipping industry.

Experienced Respondents. Only individuals with substantial experience and di-
rect involvement in container shipping activities were included in the sample, en-
suring that responses reflect informed insights on service quality.

Through these measures, the study aims to maintain rigor and reliability while
leveraging the advantages of purposive sampling in capturing specialized exper-
tise.

3.3. Data Collection Methods

Data were collected from both primary and secondary sources to ensure a com-
prehensive understanding of freight forwarder satisfaction with Inchcape Ship-
ping Line’s service quality.

To ensure cultural and infrastructural relevance, the original five-dimension

SERVQUAL scale was first pre-tested through eight semi-structured interviews
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with senior freight-forwarder managers in Dar es Salaam. Port-specific service at-
tributes (e.g., “cargo-release transparency” and “ICT accessibility”) were mapped
onto the SERVQUAL dimensions and a factor analysis (KMO = 0.81; Bartlett p <
0.001) confirmed a parsimonious four-dimension structure Speed, Reliability, Re-
sponsiveness and Value that captures Tanzanian logistical realities such as inter-
mittent power supply, limited track-and-trace infrastructure and documentary
bottlenecks.

Questionnaires. Structured questionnaires were administered to the selected re-
spondents, focusing on key service quality dimensions such as reliability, speed, re-
sponsiveness, and value. The questionnaire used a five-point Likert scale (ranging
from 1 = Least important to 5 = Most important) to quantify respondents’ ratings
of each service quality dimension. This quantitative approach enabled the collection
of standardized data, allowing for comparative analysis across dimensions.

Interviews: In addition to questionnaires, semi-structured interviews were con-
ducted with 40 key informants, including supervisors and managers. These inter-
views provided qualitative insights into service quality challenges and specific ex-
pectations, offering a nuanced understanding of the factors driving satisfaction or
dissatisfaction. Interview questions were designed to probe deeper into the themes
identified in the quantitative data, ensuring a cohesive analysis across both data
sources.

Documentary Analysis. Secondary data were gathered from academic journals
and industry reports, to provide context and background information. This anal-
ysis allowed for a comparison between the primary data findings and established

insights from previous studies on service quality in container shipping.

3.4. Data Analysis

Data analysis in this study was conducted through both descriptive and inferential
statistical techniques to effectively interpret the quantitative and qualitative data
gathered. The objective of this analysis was to identify the most valued service qual-
ity dimensions for freight forwarders at Inchcape Shipping Line and to understand
the relationship between these dimensions and satisfaction metrics. Quantitative
data was processed using SPSS software, where measures such as mean, standard
deviation, and variance are calculated to determine preferences for service quality
dimensions like reliability, speed, responsiveness, and value. Inferential statistics,
including the Wilcoxon signed-rank test and Spearman’s rank correlation test,
were employed to assess satisfaction gaps and analyse correlations. Additionally,
qualitative data obtained through interviews undergoes thematic analysis, identi-

fying recurring themes in service expectations and perceived quality.

3.4.1. Descriptive Statistics

Descriptive statistics were calculated to provide a clear summary of the data and
an initial understanding of the responses to service quality dimensions. The pri-
mary descriptive measures used include mean, standard deviation, and variance,

which highlight the central tendency and variability of responses. Each service
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quality dimension reliability, speed, responsiveness, and value are rated on a five-
point Likert scale (1 = Least important, 5 = Most important). The mean score for

each dimension is calculated as follows:

X
Mean = —Z Mean
where:
X is the score for each response;
N is the total number of responses.
The variance ( $° ) and standard deviation ( s ) are also calculated to understand

the distribution and consistency of responses:

e ¥ (X —Mean)’
==

Using SPSS, descriptive statistics for each dimension are computed, with the
resulting table displaying mean scores, standard deviations, and variances for each
service quality dimension.

From the Table 1, “Speed” emerges as the most preferred dimension based on
its higher mean score, followed closely by “Reliability”, “Responsiveness”, and
“Value”. The consistency of responses is indicated by the lower standard deviation
and variance in the “Value” dimension, suggesting more agreement among re-

spondents regarding its importance.

Table 1. Descriptive statistics of service quality dimensions.

Service Quality Dimension Mean Standard Deviation Variance
Reliability 4.22 0.93 0.87
Speed 4.28 0.92 0.85
Responsiveness 4.22 1.01 1.02
Value 4.22 0.83 0.69

3.4.2. Wilcoxon Signed-Rank Test for Satisfaction Gaps

The Wilcoxon signed-rank test was used to analyze gaps between customer expec-
tations and perceived service quality, comparing ordinal data from paired re-
sponses to identify satisfaction discrepancies. For each service quality dimension,

respondents provided ratings on both expected and perceived service (Table 2).

Table 2. The resulting wilcoxon signed-rank test output from SPSS.

Service Quality Dimension Z-score p-value
Reliability -7.96 0.000
Speed —6.44 0.000
Responsiveness -7.08 0.000
Value —6.43 0.000
DOI: 10.4236/jss.2025.136035 520 Open Journal of Social Sciences
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With p-values below 0.05 for all dimensions, the null hypothesis is rejected, in-
dicating significant gaps between expected and perceived service quality across all
dimensions. The negative Z-scores show that perceived service quality generally
falls short of expectations, highlighting areas for improvement in meeting freight

forwarder needs.

3.4.3. Spearman’s Rank Correlation Test for Service Quality and
Satisfaction

Spearman’s rank correlation was employed to assess the relationship between ser-
vice quality dimensions and customer satisfaction metrics, such as repeat pur-
chase and positive word of mouth. The test calculates the correlation coefficient
(p) as follows:

X
n(n2 —1)

where:
d;, is the difference between ranks of each pair,
n is the number of pairs.
Spearman’s rank correlation output from SPSS provides insight into how each

service quality dimension correlates with satisfaction measures (Table 3).

Table 3. Spearman’s rank correlation output from SPSS.

Service Quality Repeat Purchase Word of Mouth  Overall Satisfaction

Dimension (p) (p) (p)
Reliability 0.41 0.58 0.62
Speed 0.23 0.28 0.48
Responsiveness 0.48 0.33 0.54
Value 0.53 0.55 0.65

These results show that “Reliability” and “Value” have moderate to strong pos-
itive correlations with overall satisfaction and word-of-mouth promotion, indi-

cating their significant impact on customer loyalty and positive impressions.

4. Results and Findings

The findings from this study provide an in-depth understanding of the service
quality dimensions most valued by freight forwarders in Tanzania, specifically in
their dealings with Inchcape Shipping Line. By combining quantitative survey
data and qualitative interview insights, this study identifies critical aspects of ser-
vice quality that impact satisfaction and areas for potential improvement. Each
dimension speed, reliability, responsiveness, and value were analyzed in terms of
perceived importance, satisfaction gaps, and correlations with overall satisfaction
metrics, while thematic analysis of qualitative data offered a richer contextual un-
derstanding of these findings.

DOI: 10.4236/jss.2025.136035

521 Open Journal of Social Sciences


https://doi.org/10.4236/jss.2025.136035

R. C. Bunzali et al.

4.1. Quantitative Analysis of Service Quality Dimensions

Quantitative results reveal that “Speed” is the most valued dimension among
freight forwarders, with the highest mean rating, indicating that timely delivery is
crucial to their operational needs. Freight forwarders rely heavily on timely service
to manage logistics efficiently, avoid delays, and meet commitments to their own
clients. This high prioritization of speed aligns with the logistical demands of the
industry, where any delay in container movement can have cascading effects on
the supply chain, resulting in increased costs, customer dissatisfaction, and po-
tential reputational risks. “Reliability”, “Responsiveness”, and “Value” also re-
ceived high mean ratings, reflecting freight forwarders’ need for consistent per-
formance, prompt support, and a comprehensive service offering. The relatively
low variance in responses, particularly for the “Value” dimension, suggests strong
agreement among freight forwarders regarding these expectations.

The inferential analysis of satisfaction gaps using the Wilcoxon signed-rank test
further highlighted areas where Inchcape Shipping Line may be falling short of
meeting customer expectations. Significant gaps were identified across all service
quality dimensions, with “Reliability” and “Responsiveness” showing the largest
discrepancies. This finding indicates that although freight forwarders highly value
these dimensions, their expectations are not fully met, especially regarding con-
sistent service delivery and responsive customer support. These satisfaction gaps
suggest that while Inchcape may be providing generally satisfactory services, there
are notable areas where improvements are required to align with freight forward-
ers’ high standards and specific needs.

A Kruskal-Wallis test compared expectation—-perception gaps across the six
firms. No significant difference emerged for Speed (x* = 4.87, p = 0.43) or Relia-
bility (x* = 6.12, p = 0.19). Responsiveness showed modest heterogeneity (x* =
11.05, p=0.05); post-hoc Dunn tests indicated that the narrower gap reported by
BOLLORE chiefly drove this effect. Thus, satisfaction gaps are broadly consistent

across firms, with only minor variance in responsiveness perceptions.

4.2. Correlation Analysis: Link between Service Quality and
Satisfaction

The Spearman’s rank correlation analysis revealed meaningful relationships be-
tween the service quality dimensions and key satisfaction metrics, such as repeat
purchase, positive word-of-mouth, and overall satisfaction. Among the dimen-
sions, “Reliability” and “Value” showed moderate to strong positive correlations
with overall satisfaction and customer loyalty indicators. This underscores that
freight forwarders place substantial importance on reliability having services de-
livered as promised, consistently and without unexpected disruptions. Similarly,
“Value”, which encompasses the combined benefits of the service package (in-
cluding documentation quality, cargo tracking, and cost-effectiveness), was also
closely linked to satisfaction. These correlations highlight the strategic value of

investing in these dimensions, as improvements in reliability and value could lead
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to higher customer loyalty and favorable recommendations.

“Responsiveness” also demonstrated a moderate correlation with repeat pur-
chase, reflecting that freight forwarders are more likely to continue business with
a shipping line that is responsive to their needs and quick to address issues. Speed,
while highly valued, showed a relatively lower correlation with loyalty metrics,
which may indicate that while it is essential for immediate operational efficiency,
other dimensions like reliability and responsiveness are stronger determinants of
long-term satisfaction and customer retention. These insights suggest that
Inchcape Shipping Line could benefit from focusing on these areas, particularly
enhancing service reliability and responsiveness, to foster deeper customer loy-

alty.

4.3. Qualitative Analysis of Thematic Insights

The qualitative analysis of interview responses provided additional insights into
freight forwarder expectations, offering a nuanced understanding of service qual-
ity dimensions from a customer perspective. Three major themes emerged as cru-
cial factors influencing satisfaction: “Timely Delivery”, “Responsiveness to Cus-
tomer Needs”, and “Consistency in Communication”. These themes reflect the
practical experiences and expectations of freight forwarders and provide essential
context for understanding the quantitative findings.

Timely Delivery emerged as the most emphasized theme, consistent with the
high importance placed on “Speed” in the quantitative analysis. Freight forward-
ers highlighted that timely delivery is vital for ensuring smooth operations and
maintaining their reputations with clients. Delays in service not only affect the
immediate shipment but also disrupt the broader logistics chain, leading to in-
creased costs and time losses. Freight forwarders noted that they depend on reli-
able, on-schedule service to prevent costly delays, avoid penalties, and uphold
commitments. This theme underscores that while “Speed” is highly valued, it is
the broader impact of timeliness on the supply chain that makes this dimension
particularly critical for freight forwarders.

Responsiveness to Customer Needs was another prominent theme, reflecting
the necessity for prompt, attentive service. Freight forwarders emphasized that
they expect quick and effective responses from customer support, especially when
unforeseen issues arise, such as documentation adjustments, cargo tracking up-
dates, or unexpected scheduling changes. The responsiveness of customer service
builds trust and confidence, as it reassures freight forwarders that their needs will
be met promptly and that their operations will not be hindered by lack of support.
Many respondents expressed frustration with delayed responses or limited avail-
ability of support staff, indicating that improving responsiveness could greatly en-
hance customer satisfaction. This theme aligns with the significant satisfaction
gap identified in the quantitative analysis, confirming that responsiveness is an
area where Inchcape could make impactful improvements.

Consistency in Communication was a third critical theme, illustrating the im-

DOI: 10.4236/jss.2025.136035

523 Open Journal of Social Sciences


https://doi.org/10.4236/jss.2025.136035

R. C. Bunzali et al.

portance of clear, transparent, and regular updates from the shipping line. Freight
forwarders stated that they rely on consistent communication to manage their op-
erations effectively, as it enables them to anticipate and prepare for any disrup-
tions or delays. Many respondents highlighted that regular updates on shipment
status, proactive notifications of potential delays, and accessible communication
channels are essential for managing expectations and providing accurate infor-
mation to their own customers. This theme supports existing research on the role
of effective communication in customer satisfaction and underscores that clear,
reliable communication channels are a foundational aspect of a high-quality ser-
vice experience. Freight forwarders suggested that digital communication tools,
such as real-time tracking and automated notifications, would be particularly
helpful in enhancing communication consistency.

To enhance clarity, a summary Table 4 has been developed to map these themes
to the SERVQUAL dimensions, offering a structured perspective on the qualita-

tive findings.

Table 4. Mapping of thematic findings to SERVQUAL dimensions.

s e 1. L. Related SERVQUAL
Thematic Finding Description . .
Dimension(s)
Freight forwarders emphasized the critical role of timely delivery in maintaining
efficient logistics and preventing costly delays. This theme highlights the need for
Timely Delivery L g, P J Y . 24 . Reliability
shipping lines to uphold dependable delivery schedules to support the smooth
functioning of the supply chain.
) Respondents noted the importance of receiving quick and attentive responses from the
Responsiveness to . . . . . . .
Customer Needs shipping line, especially when unexpected issues arise. This theme reflects freight Responsiveness
forwarders’ reliance on prompt support to manage their logistics operations effectively.
Regular, clear communication was cited as essential for managing expectations,
Consistency in  particularly regarding shipment status and potential delays. Consistent updates build Assurance and
Communication trust, enabling freight forwarders to plan operations and communicate accurately with Empathy
their own clients.
P " Freight forwarders value the shipping line’s proactive approach in anticipating and
roactive
Probl resolving issues before they escalate, allowing them to maintain operational timelines Assurance and
roblem
] and client trust. This proactive stance in addressing problems is seen as a key aspect of Responsiveness
Resolution ) .
reliable service.
There is a strong preference for digital tools, such as real-time tracking and automated
Digital Tracking . . &P . & . oL 8 . Tangibility and
notifications, to stay informed and ensure efficient logistics management. This theme .
and Updates . . . L o Responsiveness
reflects the evolving expectation for technology-driven services in the logistics industry.
Freight forwarders expressed the need for clear and upfront information on pricing and
Transparency in  additional fees, allowing for better budget planning and improved client relations. Tangibility and
Service Pricing Transparency in pricing is viewed as integral to fostering trust and enhancing customer Empathy

satisfaction.

The mapping of thematic findings to SERVQUAL dimensions underscores how
specific service quality elements impact freight forwarder satisfaction in Tanzania.
Reliability and Timeliness: The theme of Timely Delivery directly correlates
with the SERVQUAL dimension of Reliability. Freight forwarders view on-time
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delivery as fundamental to their operational efficiency. Delays disrupt the entire
supply chain, leading to increased costs and potential reputational risks. Reliabil-
ity, therefore, is not merely an expectation but a necessity in maintaining the
freight forwarders’ own commitments to their clients.

Responsiveness. Both Responsiveness to Customer Needs and Proactive Prob-
lem Resolution map to the Responsiveness dimension. Freight forwarders appre-
ciate shipping lines that not only respond quickly to inquiries and disruptions but
also demonstrate foresight by addressing potential issues before they arise. This
proactive responsiveness is particularly valuable in a context where delays and lo-
gistical issues are common, making it essential for shipping lines to be agile and
customer-focused.

Common operational problems that frequently trigger these proactive measures
include late issuance of delivery orders at the port (which stalls haulage schedul-
ing), mismatches between customs EDI records and physical cargo status, unex-
pected roll-overs of containers to later vessels, and intermittent downtime of the
Tanzania Customs Integrated System (TANCIS). By anticipating such issues and
notifying forwarders in advance, Inchcape can help customers resubmit docu-
ments, reroute cargo, or book alternative equipment before penalties accrue,
thereby reinforcing its reputation for hands-on, solution-oriented service.

Assurance and Communication Consistency: The importance of Consistency
in Communication aligns with both Assurance and Empathy. Freight forwarders
rely on regular updates to manage their logistics effectively and reduce uncertain-
ties. This need for clear, transparent communication reflects a deeper requirement
for trust and assurance, especially given the unpredictable nature of shipping lo-
gistics in Tanzania. Consistent communication channels, such as notifications of
potential delays, help to mitigate customer anxiety and strengthen the service re-
lationship.

Tangibility and Technological Support. The preference for Digital Tracking and
Updateslinks to the Tangibilityand Responsivenessdimensions. Freight forward-
ers increasingly expect digital solutions, such as real-time cargo tracking, which
represent tangible enhancements in service visibility and accessibility. This find-
ing highlights the evolving nature of service quality expectations in Tanzania, as
customers now expect technology-driven tools that enhance efficiency and com-
munication.

Empathy through Transparency: Transparency in Service Pricing reflects both
Tangibilityand Empathy. Freight forwarders value transparency as it allows them
to manage budgets effectively and provides a sense of fairness and openness in the
business relationship. Transparent pricing practices demonstrate empathy, as
they show an understanding of the freight forwarders’ need to plan and avoid un-
expected costs.

Freight forwarders consistently pointed to four recurrent operational disrup-
tions that impede timely cargo release and inflate their costs: 1) Delivery orders

are often issued late in the afternoon, forcing trucks to queue overnight and incur
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trailer-standby fees; 2) Discrepancies between the customs-release status dis-
played in TANCIS and the physical availability of containers in the yard create
unplanned storage charges; 3) Unannounced 24-hour outages of the CargoSmart
online-tracking portal deprive agents of real-time shipment visibility; and (iv)
last-minute changes in vessel schedules are communicated only after revised man-
ifests reach the port, leaving forwarders unable to reschedule haulage resources.
Interview respondents stressed that each of these disruptions could be substan-
tially mitigated if Inchcape were to adopt a proactive problem-resolution posture
specifically, advance notification via a single escalation desk and automated alerts

that anticipate rather than merely report delays.

5. Discussion of Findings

The findings of this study underscore the critical role that specific service quality
dimensions particularly reliability, responsiveness, assurance, and tangibility play
in shaping freight forwarder satisfaction within Tanzania’s container shipping
sector. By integrating insights from both quantitative and qualitative analyses, this
study offers a nuanced understanding of freight forwarder expectations and satis-
faction levels regarding Inchcape Shipping Line’s services.

The emphasis on reliability and responsiveness in this study aligns with find-
ings from global research, which consistently highlight these dimensions as fun-
damental to customer satisfaction in the shipping industry. For instance, studies
conducted in Singapore and Tiirkiye have shown that reliability and responsive-
ness significantly influence customer loyalty and satisfaction, as they directly im-
pact logistics efficiency and operational continuity (Yuen et al., 2018; Yorulmaz &
Tas, 2022). In Tanzania, however, these dimensions are even more critical due to
infrastructure constraints and operational inefficiencies that increase the need for
dependable, responsive service. Unlike regions with advanced digital infrastruc-
ture and established supply chain networks, Tanzanian freight forwarders experi-
ence more frequent disruptions, making reliable and proactive service essential
for maintaining trust and minimizing operational risks.

The importance of consistent communication, as identified in this study, also
aligns with Vandayar (2005)’s findings in South Africa, where regular, transparent
updates were found to reduce service switching and foster positive client relation-
ships. Tanzanian freight forwarders, similarly, value clear and consistent commu-
nication channels to keep them informed and enable better planning within a
challenging logistics environment. However, the Tanzanian context diverges in its
limited adoption of digital tools for real-time tracking and automated updates,
which are more commonly utilized in other regions. This gap in technological
integration highlights an area for improvement, as increased access to digital com-
munication tools could enhance service transparency and responsiveness, thus
improving overall satisfaction.

This apparent paradox mirrors the “threshold” or hygiene-factor effect ob-

served in service research: once a basic level of timeliness is achieved, additional
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gains have diminishing influence on loyalty because clients take speed for granted.
By contrast, reliability and value remain differentiating factors and therefore dis-
play stronger statistical ties to repeat patronage and word-of-mouth (Oliver,
1980).

Furthermore, this study’s findings on the importance of transparent pricing re-
flect a growing trend in customer expectations within developing economies,
where clear, upfront cost information is valued for its role in budget planning and
fostering trust. Existing literature on service transparency in East Africa also
points to similar conclusions, with studies indicating that transparent practices
can mitigate customer anxiety and enhance satisfaction (Juma & Jin, 2021). These
findings collectively emphasize that while Tanzanian freight forwarders share
common priorities with counterparts in other regions, they also have distinct

needs shaped by the operational challenges within Tanzania’s shipping sector.

6. Actionable Recommendations

Based on the findings, the following recommendations are proposed for Inchcape
Shipping Line and other container shipping stakeholders to enhance service qual-
ity and address specific expectations of Tanzanian freight forwarders:

Invest in Timeliness and Reliability: Given the high value placed on timely de-
livery, Inchcape Shipping Line should prioritize improvements in operational re-
liability. Enhancing scheduling accuracy, minimizing delays, and implementing
performance monitoring systems could help Inchcape meet the timeliness expec-
tations of freight forwarders. This approach aligns with global best practices,
where consistency in service delivery has been shown to improve customer loyalty
and reduce complaints.

Enhance Responsiveness and Customer Support. Freight forwarders in Tanza-
nia require prompt responses to operational challenges. To meet this need,
Inchcape could consider expanding its customer support team, particularly dur-
ing peak operational hours, to ensure timely responses to freight forwarder in-
quiries. Additionally, training customer service representatives to handle urgent
requests effectively would help build trust and improve satisfaction levels. Intro-
ducing a centralized platform where freight forwarders can quickly access support
resources and updates may also enhance responsiveness.

Implement Consistent and Transparent Communication Channels. Regular
and clear communication is crucial in mitigating uncertainty for Tanzanian
freight forwarders. Inchcape should establish standardized communication pro-
tocols, ensuring that clients receive consistent updates on shipment status, poten-
tial delays, and any changes in schedules. Moreover, adopting automated notifi-
cation systems and digital tracking tools would allow Inchcape to provide real-
time updates, enhancing transparency and reducing client anxiety about shipping
timelines.

Expand Digital Solutions for Real-Time Tracking: Freight forwarders increas-
ingly expect access to digital tools that allow for better tracking and management
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of shipments. Inchcape Shipping Line could invest in digital tracking solutions
and automated communication channels that enable real-time updates and allow
customers to monitor their shipments directly. This enhancement would not only
address the need for transparency and responsiveness but also position Inchcape
as an innovator in Tanzania’s shipping industry.

Assess technological and financial feasibility: A preliminary cost-benefit scan
suggests that integrating Inchcape’s ERP with the Tanzania Customs Integrated
System (TANCIS) is financially attainable: development of an API bridge would
cost about USD 25,000, with recurring cloud-hosting expenses near USD 800 per
month figures that fit within the IT-upgrade envelope in Inchcape’s 2025 capital
plan. Even under conservative assumptions of a 5 percent reduction in demurrage
penalties, the pay-back period is roughly 18 months. During the build phase, a
low-cost GSM-based SMS alert service deployable in under six weeks offers a
pragmatic interim step, delivering quick wins while the full digital solution is
rolled out.

Provide Transparent Pricing Information: Transparency in service pricing was
identified as a valued factor among freight forwarders, as it enables better financial
planning and enhances client trust. Inchcape Shipping Line should consider im-
plementing clear, itemized pricing structures and communicating any additional
fees upfront. Providing transparent information on costs will help avoid unex-
pected charges, reducing potential dissatisfaction and fostering a more trustwor-
thy relationship with clients.

Develop Proactive Problem-Solving Protocols. Freight forwarders appreciate
proactive problem resolution, as it prevents minor issues from escalating and dis-
rupting the logistics chain. Inchcape could benefit from establishing protocols that
empower staff to address issues quickly, anticipate potential challenges, and im-
plement solutions before clients are affected. This proactive approach would re-
inforce Inchcape’s reputation as a reliable and customer-oriented shipping line,

enhancing freight forwarder loyalty.

7. Implications for the Tanzanian Shipping Industry

By adopting these recommendations, Inchcape Shipping Line can better align
with the expectations of Tanzanian freight forwarders and contribute to raising
service standards within the industry. The study also holds broader implications
for Tanzania’s container shipping sector, underscoring the importance of respon-
siveness, transparency, and technology-driven solutions in achieving customer
satisfaction. For policymakers and industry leaders, these findings highlight the
need for investments in infrastructure, digitalization, and capacity-building initi-
atives to support a competitive, resilient maritime economy.

As the Tanzanian shipping industry continues to evolve, addressing the service
quality dimensions valued by freight forwarders will not only improve customer
satisfaction but also enhance the sector’s contribution to national economic

growth and global trade competitiveness (UNCTAD, 2021). By prioritizing relia-
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bility, responsiveness, and transparent communication, Tanzanian shipping lines
can better navigate the challenges of a developing logistics environment, position-
ing themselves as trusted partners in the international supply chain.

This case-study approach focuses exclusively on Inchcape Shipping Line; ser-
vice designs and customer-engagement models differ among other carriers (e.g.,
Maersk, CMA-CGM). Consequently, the gap magnitudes and dimensional prior-
ities reported here should not be extrapolated wholesale to the wider liner market.
Future studies that incorporate multiple carriers or extend the analysis to addi-
tional Tanzanian ports would provide a more robust basis for generalizing service-

quality insights across the national shipping landscape.

8. Conclusion

This study highlights key service quality dimensions which are reliability, respon-
siveness, assurance, and transparency that influence freight forwarder satisfaction
in Tanzania’s container shipping sector. By analyzing Inchcape Shipping Line’s
services, it identifies areas for improvement, including communication con-
sistency, digital tracking, and timely delivery. Enhancing these dimensions can
strengthen customer loyalty, foster positive client relationships, and improve Tan-
zania’s global competitiveness. Policymakers are urged to support digital infra-
structure and promote transparency to align the industry with international
standards and boost the maritime economy. Future research could explore digi-
talization’s impact on service quality and the role of technologies like blockchain,
or conduct comparative studies across East African ports to uncover best practices
and synergies for regional improvements, guiding a resilient, customer-focused

shipping sector.
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