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1．Inlroduc鵬on

nisarticleexploresbothwhatqualityofserviceisaJldwhatthequalityofmaritimeeducationcanbcimproved

orguaLanteed・TheshippiJlgindustryisaserviceiJIdtIStry，basedonaderiveddemand，Whichisparticulafly

derived丘ommanu血cttlriJIgindustries．neworldmanuhcturingindustryhasbeenbecomlngSOPhisticatedin

termsoftime（JITmanu血ctlJring）aswellasgeography（g10balsourcingandmanu血cturing）・Thesophisticated

manuhcturingiJldustry has been developing quality management，reStlJtilIgin TQMOotal　quality

management）・

ShippiJIgindustryisnotimmunetothesophisticationsudlaSJITandTQM・Shippingindustfyitselfneedsto

beeqtlippedwithqualityservice，Ⅵ血ichmeanscost－e蝕ctiveness，e伐ciencyandreliability・Inadditiontoit

shippingiJ）dustryisaskedtosatis年thereqtlirementsofinternationalcommunitytosecurethesa蝕yofships

andhencethecargoandoceatIenvironment．

Tnedimensionsofservicequalityinshipping，thus，maybeidentifiedasfo）JowⅧ唱three血ctors－CuStOmer

Satis血ction，Shipsa危ty，andenvironmentprotection・’servicequality’in軸tlrelmeansaserviceprovidedto

shippers，如ightforwardersthatuseshippingasatransportationmeans・’ShipsaLtty’meansthesafbtyof

cargoaswellasshipitseltwhichshouldbeafloatandcannavigatetothedestinationwithseaworthiness・

，Environmentprotection’meansthepollutioncontrolagainstseacausedbyshipoperation（）ikeship’screw

SeWage）oraccideJlt（likeoilpollution）andpoJlutedairemittedbyship’sengine・

Figurel．Three心me鮎ion50†qu且1itymanagementinsMpping

∴∴∴
envkonment

rotection

Source：Theauthor

ThreehctorsofquaJitymanagementinshippiJlgisfurtherexplainedintablel・Tablelshowsthatservice

qualityisachievedbycompalty－builtmeast）reS；Safety，byISMcodeorISO9000；environment，byISO14002・

rrheservicequalityismainIypurst）edbyshore－basedo餓ce；SaLtty，byship；andenvironment，byship・Principal

bcne血ctorsareshippers，CargOaJldship，andgeTIeralpublic・Servicequalitycanbemonitoredbymeasuring

gaps；Safbty，byaudit；andenvironmentIbyaudit・
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Tablel仙eelementsofshippingserYicequ且Iity
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M ea几S tO ad lieve －C om p any－builtm easures such as ●IS M code ■ISO 14 002

tim eliness，reSPOnSiveness ●IS M A code

●IS O 9000 ●SO L A S IX

●IS O 9000

P rim cipal ad or ・Shore－based o伍ce ●Sbip ●Sh b

Pri n cipal ben eh ctor ●Shipper ●C argo an d ship ■G en eral public

H ow to m onitor ．G ap（expectation s－perCep tion s）m easurem ent ●A udit ■A udit

Source：Theautbor

2．WhyqualitymamagementinsMpping？

ItwereDeminB，JuranandFiegenbaumwholaidthefoundationofqualitycontro】notinservicebutin

manuhcturingsecIors．Theysuggestedasetofstepsorpoints－Deming’Sfourteenpoints，Juran’squality

PlanJllngrOadmapandFjeg喝mballm’stenbenchmarks．

QualitymaJlagementhasapositivee蝕ctonacompany’smarketshaleaJldprofitabiJity．QtIa】itymanagement

CreateSmOreemPloyeeseTISitivitytotheisst）eOfquality・nisgeneratesahigherlevelofqualityナwi1ich

impactsonbothincreasedrepurchaseandiJIC－eaSedsales血ompositivewordofmouth．

Fig叫relBene蒋borqua追付Ⅷ且nagement
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SourCe：Tもeautl10r

neexpectationstowardsmarketshareandpro丘tabilitymakemanyshipoⅥlerSa】ldoperatorsbecommittedto

quality shipping．Ship management companies also deve】opedtheISMA（IntematioIlalShip Managers’

Association）code・neISM（IntemationalSa免tyMaJ）agement）codehasfinallycomeintoforceinternational】y．

Highqualityserviceitselfisnotanendbutresu）tsinbeLLeBtsfortheorgaJlisation．Thedrivetoqualityin

Shippingsectorhashadthreesign摘cant fbatures：POSitivecompanylmage，lowercostsandhighermarket

Share，anddecreasedliabi】ity．

●Positivecompanylmage

A repl）tationfor high－qtlaJity service creates a positiveimagefor shippinglines．Positiveimage helps a

ShippingcompanylnCreaSeSales，ObtainfundsfromvariouslendingageJICies，andremitbetterpersonnel．

．bwercostsaJldhighermarketshare

Qualityenhancementincreasesproductivityandlowersreworktime，SCraPCOStS，andwarraJltyCOStS，1eadingto

increased pro丘ts・lmproved performance enables the company toincreaseits market share and gam

COmPetitive advantagethrougheconomiesofscale．

．Decreased】iability

Shippingcompanieshavebeen血cingcomplaintscausedduringthetrallSPOrtationorbecatlSeOfshipaccide】ltS．

StlCCeSSfuHaunchofqualityassurancesystemsuchasISOandismshalHypicaJlyresuJtinimprovedservice
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PerformanceandlowerliabiJitycosts・

3．，SERVqUAL，心menSionsappliedtosMpping／1喝is鮎s

Inordertoprovidegoodservicetoshippersthedimensionswhichconstitutequalityshouldbeidentined・ne

modelprovidedbyParasuramanetalisagoodbasetocontimethediscIJSSionlowardthequalitydimensionof

Shippingandlogistics．

Parasuraman et allhas deve】oped ten difEbrent deteminantswithin theservice qualityafEerseries of

qualitative and quantitative studies；aCCeSS，COmmunication，COmPetenCe，COurteSy，Credibility，reliability，

responsiveness，SeCurity，tangiblesandcustomerknowledge・De血itionaJld examplesofthedetermiJ）antS
withintheshippingservicescanbeseenintable2・neright－handsidecolumnofthefollowlngtableshows
thedimensionofservicequalityinshippingandlogistics，COmPOSedbytheauthor，Whoarbitrarilyplacedthe

quality dimension according to the SERVQUALdimensions・For example，’reliability’in SERVQUAL

dimensionsmeansdeliverytime，issuingbillofladingontimeandcorrectly，anddeliverlngthecargoatthe

PrOmisedtime・

Table2．ShippingserYices：CtLStOmerS’YiewofserYicequdiCy

DimenSion SMppers，view

Reliability ●Deliveけtime

●Issl血gbilJofladingontimeandcorrectly
・DeliveringthecargoattheT）rOmisedtime

Tan由bles ．Cleanandundamagedcontainers

●Modern100kingequlPmentS
．Appearanceoftheinvoice

．AppearanceofthecommllnicationmaterialS
AcceSS ．ConveIlientworkinghours

．AccessibiJitybytelephoneeasily
Commu止calion ．Informlngtheshippersaboutthetechnical

details

tJnderstanditLgLhectlStOmer ．XhowiJlgthespeCi月co句ectivesoftheshipper
intermsoflogistics

Securily ．Confidentialitynotgivingtheinfomation

abol）tthectlStOmertOthirdparties
Credibilily ．Replltationofthefirm

．GivillgClearandrightinformationabotltthe
lqgislicscost

Responかeness ．Dependabilityinhandlillgtheprdblems

●RespOndingtheillquiryquickly
Competence ．Workingwiththepersonnelhavingexpertise

andknowletke
Courtesy ・TreatingtheshippersrespeCtive】yaJldT）01itely

Table3showswhatsortof払ctorsareregardedasthedimensionsofqualityinshippingandlogistics・The

lparasuramaJl，A．，Zeithami，VAandBerry，L．L．（1985），HTheConceptualModelofServiceQualityandits
lmplicationsforFlltureResearch’’，JoumatげMbrketing，Vol・49，Fal】，P・41・
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mostcommon血ctorsstipulatedasthedimensiozISOfquaJityconceptarelistedasreliabiJity，tranSittimeetc．

Table3qualitydimetLSionsor血ippingatLdlDgisticsqtLalily

R esearCherS T he djm ensionS OfserYice quaIity
PearSOnZ F】exibility，舟equency ofservice，traJ）Sittim e，reJiability，regularity，
8 ardi3 Transittim e，reliabiJity，wi llingnessto TIegOtiate，伽ancialstability
M cG innis4 R eliability，tranSittim e
M ate肝and G ray5 Fast response to problem s，aVOidaJICe Of loss or dam age，On－tim e

COllection and delivery
John and Stephen6 R eliability，equlpm entaVai Jability，SerVice鮎quency
Subba血and Sd鵬vas7 ReJiability，reSpOnSiveJleSS
B ien5tOd 【8 T im eliness item s，aVaiJability item s，COndition item s

Theexpectationsofcustomersmayvary如m9COmPanytOCOmPany・AshippingcompanyJistedthe
expectationsofitscustomersarising丘omsixareas；

●　Thenegotiationandagreementoftemsandconditions

●　Purcbaseordertracking

．TraJ）SPOrtationfromcllStOmerS’premisestoport

●　Seabrnlegd仙ecargomovem帥t

．TraJISPOrtatiorLfromportIoctlStOmer’spremises

．「mehandliT）gOfcargodocumentation

4．ISM（InlernadonalSa鮎けManagemenl）Triangle

IntemationalshippingindustryproduceditsCodeofGoodMaJlagementPraCticeinSa飴ShipOperationaround

1985to glVe guidaJlCetOWards safetransportation bysea・Some countriesincludiJlgtheUKandNordic

COuntriesput鉦IrWardproposalswhichatlastwasdeveJopedto’neGuidelinesonManagementfortheSa血

OperationofShipsandforPollutionPreventiom’AfLerfurtherrevisionoftheguidelinesIntemationaJSafbty

MaLLagementCOdehasbeeng）Venabirth．

2pearsonRoy（1981），Cb丑旭加er肋efk中間β〃Cg〟〃d助∩血ee〝誠帆MarineTrampOrl

CentTe，Univ餅Sityofuv餌pOOl，pp．120－121．

31hrdiEdwardJ．，BagchiPrabirK．aJldRaghunathanT．S，（1987），”MotorCamierSelectiorLinaDeregulated

EJlvironment’’，TheLOgisticsandThn甲OTLaEionReviety，Vol・23，No．4，P．5．

4McGimis MichaeJA．（1989），a Comparalive Evaluation ofFreight TraTISPOrtation Choice ModeJs，
TransportationJournal，Whter，p．43．
5MatearSheelagh弧dGrayRichard（1993），ITFactorsInfluencingFreightServiceChoiceforShippersand

FreightS叩pliers’’，血Jem。血WJJo〟川。げP妙正αJpkか伽血乃β〃dム瑠山王α肋那ge椚e扉，p．28．

6KentJohn L．and Parker R．Stephen（1999），llIJlternationalContainershipCarrier SeJection Criteria：

Shippers／Camiers Di飴rences一㌧htemationaZJoumaZ qf勒sicLZEDisL，ibuLion and肋nagemenE，Vol．29．，

No．6，p・40．

7Meht？C．SubbashandDurvasulaSrinivas（1998），”ReIationshipBetweenSERVQUALDimensionsand

OrganisationalPerformanceinlheCaseofaBusiness－10BusinessServiceT’，JounwlqfBusinessand血dustriaZ

肋止e血g，Vol．13．，No．1，pp．44－45．
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ServiceQualityf’，JburnaldtheAcade叫yqfMarketingScience，25（1），P・31・

9containerisaEion加ernational（1998），KeepingCustomerSatisfiedM，October，P．39．
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Thismanagementcodeenteredintoforcein1998（lstJu）y）forpassengerships，tankers，bu】kcarriersandhigh－
Speedcrafl，andin2002（lstJIJly）forothercargoshipsandmobileo飽horedri11ingunits・

ISM code，aflersomerevisions，WaSmademandatorythrougha newchapterIXtoSOLAS・Underthe

regulations ofthenewChapterIX ofSOLAS，administrations areresponsibleforensIJrlngthat，On the

prescribeddates，eaChneworexistingship皿沖Igits鮎gholdsaSa蝕yManagementCertiLicate（SMC）and

thattheoperatingcompanyholdsadocumentofCompliance（DOC）forthattypeofaship・Theadministration

may request another contracting govemment or recogJ）ised organisation toissue such certificates and

periodicallyverifytheproperfunctioningoftheSMS・

ThestructureoftheISMcodecanbedescribedasfo110wingdiagram，Whichhasbeennamedas’ISMTriangle’

bytheauthor・

Figure2．ISMtria喝Ie

Ⅵm o？ ISM triangle m ain o切ective

Top The o切ectives of the code are to ensure safe ty at sea，

m aIlagem ent・ PreVention ofI川m an InJury Or loss of J脆，an d avoidance of
dam age to the environm ent，iJl particular to the m arine
environm ent，and to propefty

Shore Sa血ty m anagem ento噂ectives ofthe C om pany should，Lnter

persomnel αJね：
1．provi de fo r safe practices in ship operation and a sa鮎
W Orking envi ronm ent；
2．estab】ish saLbguardsagai nstallidentified risks；and
3．continlIOuSly im prove　sa飴ty　m anagem ent　skills　of
PerSOnnel ashore a皿d aboard ships，including prepari ng fo r
em ergencies　related　both　to　sa血ty　and　environm ental

protection
Ship n e ISM code reqtllreS thatthe SM S should enstlre：
personne】 1．com pliancewi th m andatory rulesaJ）d regulations；aJld

2． that　applicabJe　codes， guidelines　aJld　standards
recom m ended　 by　 the　organisation， adm iJlistrations，
Classification societies and m ari tim e industry organisations
are taken into account．

Source：The author

TneJlatureOfthemandatorycodehaschanged，fromtheiJlitialproposalbasedonISO9000qualityasstlranCe

PrlnCip】esto’mtlndane’sa飴tymanagementcode．

5．QualityASSmnCeinMarilimeEducalion

Qualityassurancehasnowbecometheissueofthe1990sas血rastheshippingindtlStrylSCOnCerned・Tbe

PrlnCipleofqualityassuranceisaself・eXaminationprocessthatisdesignedtoleadtocontinuousimprovement

inoperation，inthiscase，ineducation．WhenshipowTnrSarekeentoestablish quaJityassuranceprogram，

maritime college should traiLL Sludents tobe qualifiediJlenlering that system ofqualityaSSuranCe・ne

graduatesofmaritimeinstitutionswillbeexposedtoTQMassoonastheyareenteringtheQ・A shipping

COmpany・

Ifa maritime co】】egeistotmin peopleforemploymentbyqualityassured shipoⅥlerSWhetherunderthe

nationalorforeignflags，itshouldincorporateTQM・
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5．1ThreeComponents

TQM consists of three components，Which should beintegrated：（1）the sttldents（the clients），（2）the

COtlrSebrocessor－1），thewholecollegebrocessor－2），ad（3）theemployers（thecustomers）．Weconcentrate
On】yonthepooessors．

5．2AqualiIyManul

TotaJqualitymanagementfinalJymustproduceaqtlaJitymanualwi1ichexpJainsaJldinterpretsthequality
POIicy andwhichcJearlystates theprocedurestobefollowedinfollowingmatters：

●　CourSedesign

●　Teacbimg

●　ASSeSSmentme仙ds

●　StaffdeveJopment

●　Coursemanagement

●　Ha∫dwareprocurememt

●　　Maintenance

5．3MiseellaneOuSeSbbli血menls

A鮎rthesettiJlguPOfqualitymaJlual，thefoJ］owlngShouldbeestabJished

●　Ado00mentedquaJitymanagementsystem

●　Statisticalprocesscontrol

●　QuaJitymanager：enSureCOnSistencyinqualityleveJs，COntinuousimprovements，andtheelimination

OfwasteacrossvafiousdepartmentSOrSeCtions．

5．4TheQtLaljtyManagementOfMaritimeEducation

ThequalitymaJlagementOfmaritimeedtlCationcaJlbelistedasthefo）Jowing（verybriefly）：

●　Ade丘nedorganisationaJstruCturewith

（1）theresponsibility，authorityofpersonnel，

（2）thepe！SOnneltoperforminspectionandverificationforcompliaJICewiththequaJity
reqtJlrementS・

●　SelectionaJldrequitmentofco】legesta払thequaliBcationsaJtdexperiencequalifications

●　Staffdevelopment－enCOuraglngandenabJingstafftoupgradetheirqtlalifications

●　CoursedesinaJldcoursedevelopment

（1）invoJvingemployersaJldstudentsaswe11incotlrSedesign

（りensuriJlgthatup－tO－dateiJlformationondevelopmeJltSinthegJobalshippingindustryare

receivedanddisseminatedthfOughoutthe00llege．

●　Records－indexhg，filing，StOrage，mai甘tenanCeanddispositionofquaJityrecords・

●　Documentcontrol－PrOCedurestocontrolalldo伽mentS（Obso】etedo伽mentSandchaJlgeStO

documents）aJlddatathatrelatetotherequirementsoftheQualityManual．

●　Quditysystem

（1）establishandmaintainado仇mentedqualitysystem・

（2）thedocumentedqualitysystem，PrOCeduresandilIStnlCtionsshouldbee蝕ctively
implemented．

（3）PlaJlnedperiodicreviewsofthequalitysystem

●Intemalqtlalityaudits－tOVerifywi）etherqualityactivitiescompJywithplannedarrangementsandto

determinethee蝕ctivenessofthequaJitysystem

●　Extemalqtlalityaudits－TQM canbeclaimedtobeestablishedwhenitisauditedandcerLifiedbyan

hdependentbdy・

5．5．TheSu噂ecbToBeTaught

Thesu噂ectstobetaughtatmaritimeh）Stitutionsshouldcomprisethreesystems：teChnicaJsystem，OPerational

SyStemandhumansystem．

－98－



5．5．1TechnicalSystem

nissystemconsistsoffo1】owmgsub－SyStemS
●Hull

●EngineRoom

－　　EJectricalinstallations

－　Prop山sion

－　　Services

－　Steering

－　Polhtionprevention

●Navigation

－　Navigation

－　Moorings

－　Pollutionprevention

－　Steerimg

●Cargo

●Sa飴ty

FireprotectionaJld鱒ghting

Li鹿savlngSyStemS

Communications

Medid

OtherssuchasAirconditionlng，aCCOmmOdationandbdpreparation

5．5．2Opera仙Inal野Slem

nissystemconsistsoffolloⅥngSub－SyStemS

●Navigation

●Prop山sion

．CIQandadministration

■Emergen甲prOαdllre

5．5．3Hu皿anSyStem．

nissystemconsistsoffollowlngSub－SyStemS

●Organisationalbehaviour

●Humanrelationships

‘．Con（：1usiom

nisarticlehasexplaiTIedwhatqualityofserviceisandhowthequalityofmaritimeeducationcarLtnimproved
Orguaranteed．Thecommoncharacteristicsofshippingindustryandmaritimeeducationisthattheyare

SerViceindustriesthatrequlreqtlalityasslJranCeSyStem・

Qualityassurancehasnowbecometheisst）eOfthecurrentdecadeas血rastheshippingindustryisconcerTLed．

nisarticJehasappliedtheprlnCipJeofqualityassl）ranCeOfshippingcompaJliestomaritimeeducation．

MaritimecoJlegeshouldtraiJIStudentstobequali丘edinenteringqualityasstlranCeprqgramWhidlShipovmers

haveestab】ishedbecausethegradtlateSOfmaritimeinstitutionswillbeexposedtoTQM assoonastheyenter
theshippingcompanyofqualityassllranCeSyStem・nisarticle鰯nallydemonstratedhowtheqtlalityasstlranCe

SyStemi血maritimeeducationcaJIbesetup．
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