3.5.1 Customers Opinion on Transit time (services delivery time)

Quality service is affected by the transit time or service delivery time. Because of stiff competition, all customers want to be served in the quickest manner possible. In the case of MTSE, this is a crucial factor. Unless the enterprise expedites the operation process and hands over the cargo to its customers with a short period of time, it might be difficult to continue business relation, as the customers will lose the price competitive advantage. Those who get their imported goods first might get price competitive advantage over other importers. This loss of profit will highly affect the customers' reaction. If this becomes a systemic problem, customers will take their business from MTSE to other clearing agents who might facilitate them in a short period of time.

As we can see from table 3.5 above, about 9% of the customers are very satisfied, 57% satisfied, 22% are indifferent, and 13% dissatisfied with the service provided. Though the majority of the customers (66%) are satisfied with the import transit service, a critical attention has to be given to the 13% that are dissatisfied.  The 22% who are neither satisfied nor dissatisfied can be viewed as a “risky” group since a single bad incident can swing their opinion to the negative side of the spectrum. The speed of service delivery needs to continue on its improvement path until a commanding majority of the customers are satisfied or very satisfied. 

Customers opinion on Reliable, Accurate and Timely information        

As we are in the information age, timely, reliable and accurate information is a must. Customers want to be aware of the whereabouts of their goods (cargo) as it carries a huge amount of money and in some cases their lifeline. So, after they open operation, they want to track the status and safety of the consignment. As a result, the agent (enterprise) has to provide information frequent by following the status of goods in transit. 

As shown from Table 3.5, very satisfied was 9%, 61% satisfied, 13% no option and 17% dissatisfied with regard to the reliable and timely information. Though the number of satisfied customers were in the majority, the number of dissatisfaction should be minimized or eliminated. So, it implies that the enterprise has to examine its failure and create a system where the flow of information from the enterprise to the customer is as efficient as possible.

Customers' opinion on Pricing 

Due to the high competition, firms are very sensitive to cost. By using their competitive advantage firms should provide quality goods and services with a competitive price. The price charged by MTSE (which in turn affects the price the customer charges its clients)  consists of charges, payment, tariff, etc. 

From the table we can see that 4% very satisfied, 57% satisfied, 17% no option 22% dissatisfied and no sampled customer who is very dissatisfied with the pricing.  This infers that an average number of customers are satisfied with the price offered by the enterprise. However a significant amount of customers still have complaints about the price relative to the price offered by competitors. So, the enterprise has to take corrective measures in revising its pricing scheme in order to retain its competitive advantage – if the price gap with competitors outweighs the other qualities offered by the enterprise, the customers might take their businesses somewhere else.

Customer Opinion on Invoice Distribution

Invoice is prepared after the customer has received his/her cargo. The customer initiates operation and deposits some amount of money based on the assessment for clearing and other expenses to be incurred. After cargo is received, invoice will be sent for balance settlement.  

The above table shows out of 23 respondents 11 (48%) were satisfied, 7 (30%) neither satisfied or dissatisfied, 4(17%) dissatisfied, and 1(4%) very dissatisfied. 

This point of customer contact is one of the two stages that had a ‘very dissatisfied’ customer group – the other one being the declaration distribution stage discussed next. It is also important to note that there were no customers that indicated that they were very satisfied with invoice distribution. 
This indicates that a great deal of improvement is required in order to increase the level of satisfaction of the existing customers. As indicated in the production of services, customers want to know their costs in order to margin their profit. So, all expenses related to the cargo should be received on time to fix a price – a very important factor for the customer.
Customers' opinion on Declaration Distribution

Declaration is a document purchased from Customs Authority to be filled by the agent (assessors) with the description and quantity of the goods, name of buyer/seller, calculated tax to be paid for customs duty, etc,. After the clearing process has been finalized (inspected and delivered to importer) one copy will be sent to the customer to serve as a certificate of ownership of the property.

It is shown in the table that 9% were very satisfied, 39% satisfied, 22% no option, 22% dissatisfied and 9% very dissatisfied. This stage of the delivery process is one of the only two stages that a ‘very dissatisfied’ customer group, the other one being the invoice distribution stage discussed above. This indicates that there is a high level of dissatisfaction and that immediate remedies have to be taken in order to fix this gap. 

Customer's opinion on Timely response for enquiry

Customers might need information in regarding their cargo in between status updates. This enquiry should be given high attention and the response should be forwarded to the customer as quickly as possible.  It can be seen from the table that 13% were very satisfied, 57% satisfied, 13% no option, 17% dissatisfied. This shows that more than half of the customers (70%)  were satisfied with the service, and about one-fifth of the customers were  dissatisfied. So, attention should be given to minimize the turn-around rate of the communication initiated by customers when enquiring about their cargo.
Customers' opinion on Safety and Security of cargo handling

The shipping and handling process has to be safe and secure at every step of the process chain. Customers are constantly worried about their investment until it arrives safe and sound at their warehouse. Cargo could be damaged or spoiled at any point between the loading port and the final destination.

From the above table we can see that 17% were very satisfied, 52% satisfied, 17% no option, 13% dissatisfied.  We can see that about 70% of the time the cargo arrives at its final destination without a major problem.  Assuming that half of the ‘no option’ group had some cargo problems, in addition to the 13% who were dissatisfied,  we can infer that 20% of the time there is a safety or security problem with a cargo. When a customer uses MTSE’s services to import goods, there should not be a one in a five chance that their cargo will experience some type of problem (damage, theft, etc.). To lower this percentage, 

great care should be taken to deliver customers’ property in good order to the capacity and limit of the enterprises’ employees (e.g. increased supervision when cargo is loaded to trucks, etc.).
Full package service 
Current studies show that facility services are being switched to field services i.e. service providers are delivering to the customer’s site directly instead of the customer coming to the office of the service providers. As a result, MTSE has planned to render such door-to-door service (from notification to cargo delivery) - to provide a new experience to the customer.  

The table shows that 13% were very satisfied with such service, 48% satisfied, 26% no option and 13% dissatisfied. Since this is a brand new service, it is not as commonly used by the customers. Thus, the enterprise has to enhance the external marketing efforts in order to advertise the facilities provided and increase the awareness among customers of the added value of this service that they can advantage of.
Physical Evidence (Office lay out and location)
Physical evidence is one of the main parts of the service mix indicated in chapter two - literature review. Unlike traditional goods, services are produced and consumed simultaneously at a given location, usually at the site of the service provider.  As a result, the physical evidence (office lay out, accessibility, mood) all play an important role in shaping the customer’s perception of the quality of service rendered. 

The previous setup at MTSE was not suitable for customers, as they had to be served in two or three floors which can be time consuming and inconvenient. The primary phase of the reform program tries to solve this problem by rearranging the office layout in a way that it increases efficiency and effectiveness.

As shown from table 3.5, a commandingly high percentages of customers, 91%, are either very satisfied or satisfied while only 9% were dissatisfied. This shows that the physical evidence of the enterprise is meeting the expectation of the customer. However, it is still worthwhile investigating why the 9% of the customers were dissatisfied. 
Customers Opinion on Employees appearance
A professional look or appearance creates a comfortable atmosphere for the customer. Employees should be dressed in a neat and clean fashion when interacting with customers. Despite the popular saying, people sometimes do ‘judge a book by its cover’ so it is important for the employees to avoid any discomfort this might cause the customer. 
From the above table 17% are very satisfied, 57% satisfied, 17% no option and 9% dissatisfied. Though the majority of customers are satisfied with the employees' appearance, there are also some customers who are not satisfied. So, the enterprise should design a method for sales personnel to be easily identified by the customers (e.g. clear name tags, uniforms, etc.)
Customers opinion on Knowledge, Courtesy and Ability of Employees

The Knowledge, ability, and courtesy of the front desk employees of the enterprise play a vital role in service quality and customer satisfaction. They are usually the first point of contact with the customer and hence the first ones with a chance to make a good impression on the customer. 
It is indicated in the table 3.5 that 13% of the respondents are very satisfied, 43% satisfied, 30% no option 13% and dissatisfied. A little above half of the customers were satisfied while a considerable number of customers were indifferent to the service. We conclude that the enterprise should provide training for the front desk employees in order to provide prompt service.  This should be a relatively easy component to implement and improve upon (for example, compared to improving the safety and security of cargo that requires a lot more resources). 
Customers Opinion on the Care and Individual Attention of the Employees

Unlike traditional goods, the human factor (interaction) plays a major role in determining the quality of ‘products’ rendered by the service provider. It is very important that the customer feels special and notices the individual attention and customization that is being put into the service.
It can be seen from the table that out of 23 respondents, about 6 (26%) are very satisfied, 9 (39%) satisfied, 5 (22%) no option and 3 (13%) dissatisfied. Even though moderate satisfaction of customer care is observed, there still remains considerable unsatisfied percentage of customers in this regard. We believe that this percentage can be drastically reduced by providing training sessions to employees who come into contact with the customers.
Comparison among the Different Service Types and Features
Since the different components (features) are inter-related to some extent, it is very important to find out which contact point with the customer needs the most improvement.  If the majority of the contact points were satisfactory to the client with the exception of one, it will be fair to assume that the customer will have an unpleasant overall experience, especially if the stage the customer is not pleased with causes a delay in the delivery of the goods to the customer or disrupts the next step of the workflow of the customer, such as figuring out the redistribution price of the goods, etc.
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Fig. 3.1: The percentage of dissatisfied customers for each component of a  business transaction - sorted in descending order. * Invoice distribution and Declaration distribution were the only two phases that also had a “very dissatisfied” customer response (4% and 9%, respectively).
We can see from Fig. 3.1 that a majority of the service types (or features) have a dissatisfied rate of 10% and above. A realistic and worthwhile task for management would be to bring down these numbers under ten percent.
It is also important to highlight which service type (or feature) is performing well in order to make sure that it sustains the high level of performance. Fig. 3.2 shows the combined percentages of very satisfied and satisfied customers. 
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Fig. 3.2: The percentage of sum of very satisfied customers and satisfied customers for each component of a business transaction - sorted in descending order. 
As we can see from Fig. 3.2, the customers are very comfortable with the physical evidence of MTSE. The service types and features with satisfaction rate of under 50% should be a concern to management. 
It is possible that a certain service type or feature can have a high satisfaction as well as a relatively high dissatisfaction rate (this happens if customers either strongly agree or disagree with no room for middle ground). To discount for this effect, we are presenting the ratio of dissatisfaction to satisfaction defined as:
ratio = (Very dissatisfied + Dissatisfied) / (Very Satisfied + Satisfied)

This calculation ignores the ‘indifferent’ customer responses. If there were neither satisfied nor dissatisfied, then we will not get as useful information from this group. However, one can argue that the higher the percentage of these indifferent customers, the more negative connotation it has because we want the customers to be as excited and satisfied as possible. We also think of this group as a “risk” group since a single incident might be enough to swing them to the ‘dissatisfied’ group.
	
	Total Dissatisfied
	Total Satisfied
	Total Dissatisfied over

Total Satisfied
	Total Indifferent

	Declaration Distr.
	22
	48
	45.83%
	22%

	Invoice Distr.
	21
	48
	43.75%
	30%

	Responsiveness
	26
	70
	37.14%
	13%

	Pricing
	22
	61
	36.07%
	17%

	Status Update
	17
	70
	24.29%
	13%

	Knowledge, & Courtesy
	13
	56
	23.21%
	30%

	Full Package service
	13
	61
	21.31%
	26%

	Individual Attention
	13
	65
	20.00%
	22%

	Transit Time
	13
	66
	19.70%
	22%

	Safety & Security
	13
	69
	18.84%
	17%

	Employee appearance
	9
	74
	12.16%
	17%

	Physical evidence
	9
	91
	9.89%
	0%


Table 3.?? Ratio of dissatisfied users to satisfied users, in descending order, of all the different service types and features. 
Table 3.xx clearly shows that several of the service types require more work and improvement. The management should attempt to obtain a realistic goal of 20% satisfaction ratio and work to improve this further. The level of satisfaction generated by the physical evidence of MTSE is commendable while the poor performance of declaration distribution and invoice distribution need immediate attention. 
Some Possible Sources of Dissatisfaction in the Import Transit service

A number of factors could have caused significant dissatisfaction on customers. Some important causes for such dissatisfaction have been identified from the respondents. These include:

1. Information gap b/n Customs Office and MTSE and between MTSE head office and its Djibouti branch office.

2. Delay in distributing declaration is an obstacle to open L/C in order to get foreign exchange permit on time.

3. Unable to facilitate timely issuance of invoice.

4. Lack of relevant information about the cargo.

5. Poor follow up and lack of responsibility

6. Delay to receive notification from Djibouti branch leads to container detention and demurrage extra expense.

7. dissatisfaction with handling of the container interchange

8. Transit time unpredictable long. 

9. Giving priority to private importers

10. Improve and make better relationship with Customs office.

11. Delay of invoice distribution

12. Packages of cost are not transparent. 

13. No bases of compliant presentation to the organization

3.6  Customers opinion on Export Transit Service

The export service begins when receiving shipping instructions from the exporter about the goods to be sent to Djibouti port. Upon arrival of a carrier, the cargo is shipped to its final destination. The instruction details (Quantity, receiver's name, shipper, name of ship, etc.) will be faxed or emailed to Djibouti office to make the necessary formality to load the shipment on vessel with strict supervision and follow-up.  After shipment, the branch office informs the head office by several means of communication that the cargo has been loaded in order to issue original Bill of Lading (B/L) to the shipper. The shipper takes the B/L to the bank where he opens L/C in order to receive his full amount of money of the shipment. Table 3.6 below shows the different level of satisfaction of the sampled customers on each aspect of the export transit service.
Table 3.6 Customer Opinion on Export Transit Service

	 
	
	Very 
	Satisfied
	Neither satisfied
	Dissatisfied
	Very
	Total

	 
	
	satisfied
	 
	nor dissatisfied
	 
	dissatisfied
	 

	 
	 Respondents
	No.
	%
	No.
	%
	No.
	%
	No.
	%
	No.
	%
	No.
	%

	1
	Transit time (service delivery) 
	0
	0
	10
	83
	1
	8
	1
	8
	0
	0
	12
	100 

	2
	Reliable and timely information and follow up (on the status of goods)
	0
	0
	10
	83
	2
	17
	0
	0
	0
	0
	12
	 100

	3
	Pricing (charges, payment terms, etc)
	1
	 8
	9
	75
	1
	8
	1
	8
	0
	0
	12
	 100

	4
	B/L issuance
	1
	 8
	8
	67
	1
	8
	2
	17
	0
	0
	12
	 100

	5
	B/L amendment
	1
	 8
	6
	50
	3
	25
	0
	0
	2
	17
	12
	 100

	6
	Invoice distribution
	2
	 17
	7
	58
	2
	17
	1
	8
	0
	0
	12
	 100

	7
	Declaration distribution
	2
	 17
	5
	42
	3
	25
	2
	17
	0
	0
	12
	 100

	8
	Timely response for any enquiry
	1
	 8
	9
	75
	2
	17
	0
	0
	0
	0
	12
	 100

	9
	Safety & security of cargo (cargo handling in storage & in transit)
	3
	25
	6
	50
	3
	25
	0
	0
	0
	0
	12
	 100

	10
	Full package service (notification, collection of documents, delivery or goods of W/H as a whole door-to-door service
	3
	25
	7
	58
	2
	17
	0
	0
	0
	0
	12
	 100

	11
	Physical evidence (office layout/location)
	4
	33 
	8
	67
	0
	0
	0
	0
	0
	0
	12
	 100

	12
	Employees appearance
	2
	 16
	9
	75
	0
	0
	1
	8
	0
	0
	12
	 100

	13
	knowledge &courtesy of the employees& their ability to serving customer
	3
	 25
	7
	58
	1
	8
	1
	8
	0
	0
	12
	 100

	14
	The care & individual attention given to customer
	5
	42 
	7
	58
	0
	0
	0
	0
	0
	0
	12
	 100


The definition and importance of the different service types and features (with the exception of B/L issuance and B/L amendment) are thoroughly discussed in the “Import Transit Service” section above so it won’t be necessary to give a paragraph by paragraph breakdown of the results. Instead, after presenting a detailed look of the B/L issuance and B/L amendment service types, we will focus on how the customer satisfaction levels compare between the two major service divisions: import and export.
Customer Opinion on Issuance of Bill of Lading

This document is as essential as money. Upon the endorsement on the original B/Lading exporters collect their money from the National Bank as the document is used as a certificate of shipment which is loaded on the vessel its destination. The shipper needs its value immediately.

As revealed in the above table 8% of the customers are very satisfied, 67% satisfied, 8% no option and 17% dissatisfied. Even though high percentage of satisfaction is seen, still there remains considerable percentage of dissatisfied customer in this regard.

Customer Opinion on Bill of Lading Amendment

After original Bill of Lading is issued and submit to the shippers. Due to various reasons errors could be some correction as the need arise or changes made  from either part (shipper/buyer) there could be some corrections. 

The table shows 8% of the respondent are very satisfied, 50% satisfied, 25% no option and 17% very dissatisfied. This implies that moderate numbers of customers are satisfied. However, there are also some customers who are very dissatisfied.

Comparing Import Services with Export Services
As we can see from Fig. 3.6, the export services results in a much smaller dissatisfaction rate across the board i.e. throughout all the service types and features.
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Fig. 3.3 Comparison of dissatisfaction percentage in Import versus Export. The missing values for Export Dissatisfaction in the chart are actually 0% values.
It is quite possible that for some service types (features), both importers and exporters might be served by the same employee or department and still have this customer satisfaction gap. This discrepancy can be attributed to the heterogeneous nature of services (i.e. no two services are identical).

Since being less dissatisfied does not necessarily guarantee being very satisfied (due to the presence of the ‘indifferent’ group), it is important to show the satisfaction level of import services and export services next to each other.
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Fig. 3.4 Comparison of satisfaction percentage in Import versus Export. 

As we can see from Fig. 3.4 export service customers are more satisfied in all of the service categories and features. It is also important to note that all of the service types for export services had more than 50% satisfaction rate. 
This should be an encouraging news to management since the import services can be modeled after the export services in order to improve the overall customer satisfaction.  
