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KWAME NKRUMAH UNIVERSITY OF SCIENCE AND TECHNOLOGY
COLLEGE OF HUMANITIES AND SOCIAL SCIENCES
FACULTY OF SOCIAL SCIENCES

DEPARTMENT OF ECONOMICS

QUESTIONNAIRE
EXPORTERS, IMPORTERS, AGENTS, SHIPPERS, SHIPPING LINES, FREIGHT FORWARDERS AND CUSTOM BROKERS

This questionnaire is to assist us evaluate the service quality of some selected seaport terminals in Nigeria. Therefore, we will be grateful if you could provide responses to the following questions to enable us to complete the project successfully. This research is solely for academic and policy purposes and hence the information you will provide will be treated as such. The information provided will also be treated with utmost confidentiality.

A. RESPONDENT CATEGORY, NAME OF SEAPORT AND NAME OF TERMINAL 
1. Please indicate your category by checking the appropriate box
Exporter ☐     Importer ☐     Agent ☐    Shipper ☐    Shipping line ☐    Freight Forwarder ☐ Custom Broker ☐

2. Please indicate name of seaport………………………………………………………………..

3. Please indicate name of terminal…………………………………………………………….....

The following set of statements in sections B and C relate to your expectation and perception about seaport terminals. For each statement, please show the extent to which you believe the terminal has the feature described by the statement. Choosing five (5) means that you strongly agree that the terminal has that feature and choosing one (1) means that you strongly disagree. You may choose any of the numbers in the middle that show how strong your expectations and perceptions are. There are no right or wrong answers. All we are interested in is a number that best shows your opinion about the terminal.

B. SERVICE QUALITY INDICATORS 
[ 1 - Strongly disagree; 2 - Disagree; 3 – Satisfactory; 4 - Agree; 5 - Strongly agree]
	
	INDICATOR
	STATEMENT
	1       2        3       4         5

	TANGIBILITY 

	

1
	Expectation
	Excellent service provider at terminals will have up-to-date equipment
	☐         ☐       ☐       ☐       ☐


	
	Perception
	Service provider at this terminal has up-to-date equipment
	☐         ☐       ☐       ☐       ☐


	

2
	Expectation
	Physical facilities at excellent terminals will be visually appealing
	☐         ☐       ☐       ☐       ☐

	
	Perception
	This terminal’s physical facilities are visually appealing
	☐         ☐       ☐       ☐       ☐

	

3
	Expectation
	Staff at excellent terminals will be well-dressed and neat
	☐         ☐       ☐       ☐       ☐

	
	Perception
	Staff at this terminal are well-dressed and neat
	☐         ☐       ☐       ☐       ☐

	

4
	Expectation
	The appearance of physical facilities at excellent terminals will be in line with the type of services provided
	☐         ☐       ☐       ☐       ☐

	
	Perception
	The appearance of physical facilities at this terminal is in line with the type of services provided
	☐         ☐       ☐       ☐       ☐

	RELIABILITY

	

1
	Expectation
	When officials at excellent terminals promise to do something by the time given, they will do so
	☐         ☐       ☐       ☐       ☐

	
	Perception
	When officials at this terminal promise to do something by the time given, they do so
	☐         ☐       ☐       ☐       ☐

	

2
	Expectation
	When there is a problem, employees at excellent terminals will be concerned and supportive
	☐         ☐       ☐       ☐       ☐

	
	Perception
	When there is a problem, employees at this terminal are concerned and supportive
	☐         ☐       ☐       ☐       ☐

	
3
	Expectation
	Excellent service providers will be dependable
	☐         ☐       ☐       ☐       ☐

	
	Perception
	Service providers at this terminal are dependable
	☐         ☐       ☐       ☐       ☐

	
4
	Expectation
	Excellent terminals officials will provide  fast and efficient services as promised
	☐         ☐       ☐       ☐       ☐

	
	Perception
	This terminal’s officials provide  fast and efficient services as promised
	☐         ☐       ☐       ☐       ☐

	
5
	Expectation
	Excellent terminals will keep records accurately
	☐         ☐       ☐       ☐       ☐

	
	Perception
	Records are kept accurately at this terminal
	☐         ☐       ☐       ☐       ☐

	RESPONSIVENESS 

	

1
	Expectation
	Excellent terminals officials will tell customers exactly when services will be performed
	☐         ☐       ☐       ☐       ☐

	
	Perception
	This terminal’s officials do tell customers exactly when services will be performed
	☐         ☐       ☐       ☐       ☐

	

2
	Expectation
	I will receive prompt services from excellent terminals officials
	☐         ☐       ☐       ☐       ☐

	
	Perception
	I do receive prompt services from this terminal’s officials
	☐         ☐       ☐       ☐       ☐

	

3
	Expectation
	Excellent terminals officials will be willing to help customers
	☐         ☐       ☐       ☐       ☐

	
	Perception
	This terminal’s officials are willing to help customers
	☐         ☐       ☐       ☐       ☐

	

4
	Expectation
	Excellent terminals officials will be too busy to respond to customers’ request promptly
	☐         ☐       ☐       ☐       ☐

	
	Perception
	This terminal’s officials are too busy to respond to customers’ request promptly

	☐         ☐       ☐       ☐       ☐

	ASSURANCE

	

1
	Expectation
	Excellent terminals officials will be sympathetic and reassuring when problems arise
	☐         ☐       ☐       ☐       ☐

	
	Perception
	This terminal’s officials are sympathetic and reassuring when problems arise 
	☐         ☐       ☐       ☐       ☐

	

2
	Expectation
	I will trust officials at excellent terminals
	☐         ☐       ☐       ☐       ☐

	
	Perception
	I trust officials at this terminal
	☐         ☐       ☐       ☐       ☐

	
3
	Expectation
	I will feel safe in my transactions with officials at excellent terminals
	☐         ☐       ☐       ☐       ☐

	
	Perception
	I feel safe in my transactions with officials at this terminal
	☐         ☐       ☐       ☐       ☐

	
4
	Expectation
	Excellent terminals officials are polite
	☐         ☐       ☐       ☐       ☐

	
	Perception
	This terminal’s officials are polite
	☐         ☐       ☐       ☐       ☐

	
5
	Expectation
	Excellent terminals officials will get adequate support from management to do their jobs well
	☐         ☐       ☐       ☐       ☐

	
	Perception
	This terminal’s officials get adequate support from management to do their jobs well
	☐         ☐       ☐       ☐       ☐

	EMPATHY

	

1
	Expectation
	Excellent terminals officials will give individual attention to customers
	☐         ☐       ☐       ☐       ☐

	
	Perception
	This terminal’s officials do give individual attention to customers
	☐         ☐       ☐       ☐       ☐

	

2
	Expectation
	Excellent terminals officials will give personal attention 
	☐         ☐       ☐       ☐       ☐

	
	Perception
	This terminal’s officials do give personal attention
	☐         ☐       ☐       ☐       ☐

	

3
	Expectation
	Excellent terminals officials will know the needs of customers
	☐         ☐       ☐       ☐       ☐

	
	Perception
	This terminal’s officials do know the needs of customers
	☐         ☐       ☐       ☐       ☐

	

4
	Expectation
	Excellent terminals officials will have customers best interests at heart
	☐         ☐       ☐       ☐       ☐

	
	Perception
	This terminal’s officials do have customers best interests at heart
	☐         ☐       ☐       ☐       ☐

	
5
	Expectation
	Excellent terminals officials will operate at hours convenient to all customers
	☐         ☐       ☐       ☐       ☐

	
	Perception
	This terminal’s officials do operate at hours convenient to all customers
	☐         ☐       ☐       ☐       ☐



C. TRANSPARENCY INDICATORS
Please thick the number that seems appropriate for each statement
[ 1 - Strongly disagree; 2 - Disagree; 3 - Satisfactory; 4 - Agree; 5 - Strongly agree] 
	Q/N
	
	STATEMENT
	1        2       3         4        5

	
1
	
Expectation
	Excellent terminals officials will ensure transparency with regard to custom/trade procedures, documentation, laws and processes
	☐         ☐       ☐       ☐       ☐

	
	Perception
	This terminal’s officials ensure transparency with regard to custom/trade procedures, documentation, laws and processes
	☐         ☐       ☐       ☐       ☐

	

2
	Expectation
	Excellent terminals officials will ensure equity in customs law enforcement
	☐         ☐       ☐       ☐       ☐

	
	Perception
	This terminal’s officials ensure equity in customs law enforcement
	☐         ☐       ☐       ☐       ☐

	

3
	Expectation
	Excellent terminals officials will deliberately extort money from customers
	☐         ☐       ☐       ☐       ☐

	
	Perception
	This terminal’s officials deliberately extort money from customers
	☐         ☐       ☐       ☐       ☐

	

4
	Expectation
	Traders will be willing to give extra money to influence excellent terminals officials
	☐         ☐       ☐       ☐       ☐

	
	Perception
	Traders wilfully give extra money to influence this terminal’s officials
	☐         ☐       ☐       ☐       ☐

	

5
	Expectation
	Trade related information will be readily available at excellent terminals
	☐         ☐       ☐       ☐       ☐

	
	Perception
	Trade related information are readily available at this terminal
	☐         ☐       ☐       ☐       ☐




D. CHALLENGES INVOLVED IN IMPORTING
Please list some of the challenges that you face when importing while using this terminal
………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………

E. CHALLENGES INVOLVED IN EXPORTING
Please list some of the challenges that you face when exporting while using this terminal
………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………………


