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ABSTRACT

The competitiveness of modern seaports increasingly depends on their ability to-deliver high-quality services and
efficient port operations that satisfy customer expectations. This study investigates the,influence of service quality and
port operations on customer attraction at Shahid Beheshti Port in Chabahar; IranyA quantitative, descriptive-survey
research design with a cross-sectional approach was employed. Data were collected from 60 employees of the Ports
and Maritime Administration of Sistan and Baluchestan Province, who were selected through simple random
sampling from a population of 70 employees. Standardized' SERVQUAL and Geib questionnaires were used to
measure service quality and customer attraction, respectively. Data were analyzed using SPSS through descriptive
statistics, paired-sample t-test, Pearson correlation, analysis of variance (ANOVA), and linear regression. The findings
indicate that the reliability dimension of service quality exerts the strongest positive and statistically significant
influence on customer attraction. Although tangibility, responsiveness, assurance, and empathy also demonstrate
positive relationships with customer-attraction, their effects are ‘not statistically significant. Moreover, the largest
negative service quality gap was observed in the tangibility dimension, suggesting the need for improvements in
physical infrastructure and operational facilities. The study concludes that enhancing service reliability, while
simultaneously investing in modern infrastructure and-operational efficiency, can substantially strengthen customer
attraction and improve the competitive position of Shahid Beheshti Port.
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1. INTRODUCTION

Customer~attraction has become a strategic priority for ports operating in an increasingly competitive maritime
transport environment. Besides geographical advantages, ports must continuously improve service quality, operational
efficiency, and “customer-oriented management to maintain competitiveness. Customers, including shipping
companies and cargo owners, increasingly expect reliable, timely, and efficient services that minimize operational
costs and vessel turnaround time. Consequently, customer attraction and retention have become essential determinants
of sustainable port performance. Despite the strategic importance of Chabahar Port as Iran's only oceanic port, limited
empirical research has simultaneously examined the combined effects of service quality and port operations on
customer attraction within this context. Previous studies have primarily focused on ports in Europe and East Asia
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or have investigated these variables separately. Therefore, this study addresses this research gap by evaluating the
relationship between SERVQUAL dimensions and customer attraction at Shahid Beheshti Port while providing
practical recommendations for port managers.

2. MATERIALS AND METHODS

This study adopted an applied, quantitative, descriptive-survey methodology with a cross-sectional design. The
statistical population consisted of 70 employees of the Ports and Maritime Administration of Sistan and Baluchestan
Province working at Shahid Beheshti Port. Based on Morgan's sampling table, 60 respondents were selected using
simple random sampling. Data collection was conducted using two standardized instruments. Service quality was
measured using the SERVQUAL questionnaire developed by Parasuraman et al. (1985), comprising 22 items across
five dimensions: tangibility, reliability, responsiveness, assurance, and empathy. Customer attraction was measured
using Geib et al. (2005) questionnaire consisting of 14 items covering customer attraction and retention, infrastructure,
and customer orientation. The questionnaires' validity was confirmed through expert evaluation, while reliability was
verified using Cronbach's alpha coefficients exceeding the acceptable threshold. Data analysis-was performed using
SPSS through descriptive statistics, paired-sample t-tests, Pearson correlation, ANOVA, and linear regression
analysis.

3. RESULTS

The demographic profile indicated that most respondents were male, aged-between 30 and 40 years, possessed more
than ten years of professional experience, and held bachelor's degreess The SERVQUAIL analysis revealed negative
service quality gaps across all five dimensions, indicating that customer’expectations exceeded perceived service
performance. The largest gap was observed in the tangibility dimension,highlighting deficiencies in physical facilities,
equipment, and infrastructure. Inferential statistical analyses demonstrated.significant differences between customer
expectations and perceptions across all service quality dimensions. ANOVA results further confirmed that service
quality dimensions collectively influence customer-attraction. Pearson correlation analysis identified reliability as the
only dimension exhibiting a statistically significant positive relationship with customer attraction (r = 0.425, p =
0.034). Linear regression analysis confirmed this finding, demonstrating that reliability is the strongest predictor of
customer attraction. Although tangibility, responsiveness, assurance, and empathy showed positive regression
coefficients, their effects were not statistically significant.

4. DISCUSSION AND CONCLUSION

The findings emphasize that service reliability represents the most influential determinant of customer attraction at
Shahid Beheshti Port. Customers place considerable importance on the port's ability to provide accurate, timely, and
dependable services while consistently fulfilling operational commitments. Reliable services reduce uncertainty,
improve customer confidence, and strengthen long-term relationships with shipping companies and cargo owners. The
substantial negative gapsidentified in the tangibility dimension suggests that customers perceive deficiencies in the
port's physical infrastructure; operational equipment, and service environment. Investments in modern cargo-handling
equipment; infrastructure development, digital technologies, and operational facilities are therefore essential for
improving customers' overall perceptions of service quality. Although responsiveness, assurance, and empathy were
not statistically significant predictors, they remain important complementary dimensions that contribute to customer
satisfaction and should not.be overlooked in managerial decision-making. Employee training, customer-oriented
communication, and continuous improvement of service processes can reinforce these dimensions and enhance overall
service performance. Overall, the study demonstrates that improving service quality—particularly service reliability—
together with investments in port infrastructure and operational modernization, can significantly increase customer
attraction and strengthen the competitive advantage of Shahid Beheshti Port. These findings provide practical
guidance for port authorities seeking to improve customer satisfaction, operational efficiency, and sustainable
competitiveness in the regional maritime transport market.
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Table 1- Summary of the Literature Review

Author(s)

Year

Title

Research Summary.

Hasanbeigi and
Sheikhan

Asadpour and
Shakib

Aliverdiloo and
Ahmadvand

Bonyadzadeh
Taparaghloo and
Mokhtari

Malek Akhlagh and
Pourkadresara

2013

2020

2023

2023

2023

Investigating the Impact of
Service Quality on
Customer Attraction and
Retention

The Impact of In-role
Performance, Extra-role
Performance; and
Perceived Service Quality
on Customer Attraction

Investigating the Factors
Affecting Total Quality
Management
Implementation and Its
Impact on Customer
Attraction

The Impact of Social
Marketing and Service
Quality on Customer
Attraction

Investigating the Impact of
Social Customer
Relationship Management
on Customer Attraction

This study employed five standardized questionnaires with
Cronbach's alpha.above 0.90 to investigate the impact of
service quality on customer-attraction in llam Cement
Company: Dataanalysis using SPSS revealed a significant
gap betweenscustomers' expectations and perceptions of
service quality, indicating that the existing service quality
was insufficient from the customers' perspective.

This study examined the effects of in-role performance,
extra-role performance, and perceived service quality on
customer attraction. Customer Relationship Management
(CRM) was introduced as a strategic tool influencing
customer satisfaction, attraction, and loyalty. The findings
showed that employee behavior and performance
significantly affect customer satisfaction.

This study investigated the factors affecting Total Quality
Management (TQM) implementation and its influence on
customer attraction in Tehran Railway Company. Using
questionnaires and data analysis through SPSS and
SmartPLS, the results indicated that organizational culture,
employee satisfaction, and employee participation
positively and significantly affected customer attraction,
whereas managerial support and employee training had no
significant effect.

This study examined the effects of social marketing and
service quality on customer attraction. The findings
indicated that the dimensions of social marketing
(effectiveness, trust, accessibility, price, product, variety,
and promotion) and service quality (environment,
reliability, responsiveness, assurance, empathy, and
responsibility) significantly influence customer attraction.

This study explored the impact of Social Customer
Relationship Management (SCRM) on customer attraction.
The findings revealed that SCRM helps identify customer
needs and encourages positive  word-of-mouth
communication, thereby attracting new customers. Both
short-term and long-term relationship strategies were
recommended.
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This study investigated the relationship between
entrepreneurial strategic leadership, value creation, and
customer attraction. Pearson correlation analysis showed

The Relationship Between
Entrepreneurial Strategic

Hooshangi and 2024  Leadership, Value

Kavid Creation. and Customer significa_nt relationships b(_etween entrepreneurial strategic
Attractio’n Ieaderghlp and value creation (0.521) as well as customer

attraction (0.489), supporting the research hypotheses.
This study examined the role of CRM in organizational
The Role of Customer performance and customer attraction. The results showed
Relationship Management that effective customer communication helps identify
Bayat et al. 2024  in Organizational customer needs, enhances satisfaction, and ultimately
Performance and Customer improves customer attraction. Understanding customers'
Attraction decision-making processes was found.to be essential for

organizations.

This study investigated sales management strategies for
Sales Management in attracti_ng _and retaining_customers_ in competitive mark_ets.
o Competitive Markets: The findings _emphasued continueus communlc_atlon,
Heidari 2024 : after-sales services, lgyalty programs, and the adoption of

Strategies for Customer

Attraction and Retention modern technologies such as - Artificial Intelligence.

Personalizing _the customer experience was also
recommended.

This study investigated managerial and marketing factors
influencing <CRM success, with brand perception as a
mediating variable.Structural Equation Modeling (SEM)
showed that transformational leadership, technology, and
targeted marketing significantly contribute to CRM success
and customer attraction.

This study examined the impact of innovative marketing on
customer attraction and retention through communication
channels. SEM results indicated that innovative marketing
and the development of communication channels positively
and significantly affect customer attraction at the 0.05
significance level.

This study examined customer service quality and its
relationship with customer satisfaction. Exploratory factor
analysis and regression models showed that facilities,
materials, and communication explained 75.7% of
customer satisfaction, whereas monitors and staff had
comparatively smaller effects. A strong correlation was
found between perceived service quality and customer
satisfaction.

Analysis of Managerial and
Marketing Factors

Hosseini 2025  Affecting CRM Success:
The Mediating Role of
Brand Perception

The Impact of Innovative
Marketing on Customer
Mehrabifar 2025  Attraction and Retention:
The Mediating Role of
Communication Channels

Customer Service Quality
and Its Relationship with
Alvarez-Garciaetal. 2019  Satisfaction: A Tool for
Innovation and
Competitiveness

This study assessed port service quality at the Port of Dar
es Salaam using the SERVQUAL model. SEM-PLS
analysis showed that responsiveness had the greatest
influence on customer satisfaction, while empathy and
assurance had only minor effects. Reliability and tangibility
were associated with customer dissatisfaction.

This study evaluated the service capacity of port-centered
intermodal transport hubs. The results showed that Tianjin

Assessment of Port Service
Mwendapole and Jin 2021  Quality at the Port of Dar
es Salaam, Tanzania

Evaluation of Service
Capacity in Port-Centered

Liu and Wang 2023 Port had the highest service capacity, whereas Ningbo-
Intermodal Transport housh d Oinad A -
Hubs Zhoushan and Qingdao ports require improvements in
railway connectivity and container handling efficiency.
The Impact of Service This study examined the influence of service quality on
Yum and Yoo 2023 Quality on Customer customer loyalty through customer satisfaction. SEM
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Loyalty Through Customer results demonstrated that usefulness, convenience, design,

Satisfaction

Evaluating Service Quality

Mikuli¢ié et al. 2024  in Liner Passenger

Maritime Transport

The Impact of Sustainable
Quick Response Menus on

Yigitoglu et al. 2025 Service Quality and

Customer Satisfaction

A Study of Port Service
Quality, Customer
Satisfaction, Customer
Loyalty, and Referral
Intention

Zhou and Suh 2025

and security significantly improve customer satisfaction,
which mediates the relationship between service quality
and customer loyalty.

This study reviewed service quality in passenger maritime
transport. The findings revealed growing interest in service
quality assessment using both qualitative and quantitative
approaches. Emerging technologies, including Artificial
Intelligence, were recommended for improving service
quality.

This study investigated the effects of sustainable quick
response menus on service quality and customer
satisfaction. SEM results showed that service innovation
and e-service quality positively” affect customer
satisfaction, whereas perceived risk does not moderate this
relationship.

This study investigated port service quality, customer
satisfaction, customer loyalty, and referral intention in
Korean ports.-Survey data from 324 respondents showed
that resources, operational”™ processes, and social
responsibility significantly improve customer satisfaction,
whereas | outcome-related and  management-related
dimensions had no.significant effect.
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Table 2- Dimensions and Characteristics of the SERVQUAL Model Questionnaire

Dimension Characteristics Questionnaire Items
. Physical facilities, equipment, communication materials, and the
Tangibles appearance of personnel. -4
Reliability The organization's ability to perforr;]i:rr]]: promised service accurately and on 59
. The organization's willingness to assist customers and provide prompt,
Responsiveness high-quality service. 10-13
Assurancé Employees' knowledge; courtes_y, and ability to inspire trust and confidence 1417
in customers.
Empathy Providing individualized attention and personalized care to customers. 18-22
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Table 3- Demographic Information

Characteristic Category Frequency (n) Percentage (%0)
Female 15 25.0
Gender

Male 45 75.0

Under 30 years 10 16.7

3040 years 25 41.7

Age

41-50 years 15 25.0

Over 50 years 10 16.7

Less than 5 years 5 8.3

. 5-10 years 15 25.0

Work Experience

11-15 years 20 33.3

More than 15 years 20 333

High School Diploma 5 8.3

. Associate Degree 10 16.7

Education

Bachelor's Degree 30 50.0

Master's Degree and Above 15 25.0
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Table 4- Servqual Service Quality Gap Analysis

Service Quality Dimension . Mean Expectations Mean Perceptions  Gap (Perception — Expectation)

Tangibles 4.2 35 -0.7

Reliability 45 4.1 —0.4

Responsiveness 4.3 3.9 -0.4

Assurance 4.4 4.0 -0.4

Empathy 4.1 3.6 -0.5
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Table 5- Analysis of Customer Attraction Factors

Component Mean Score
Customer Attraction and Relationship Retention 4.2
Infrastructure 3.8
Customer Orientation 4.1
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Table 6 - Results of the Independent t-test Comparing Mean.Scores of Customer Perceptions and
Expectations

SeB/_ice QL_JaIity Mean Mean tvalue Degrees of p-value (Sig.)
imension Expectations Perceptions Freedom (df)
Tangibles 4.2 3.5 325 59 0.002
Reliability 4.5 4.1 2.75 59 0.010
Responsiveness 4.3 3.9 2.50 59 0.015
Assurance 4.4 4.0 2.60 59 0.013
Empathy 4.1 3.6 3.00 59 0.004
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Table 7- Analysis of Variance (ANOVA) Regarding the Relationship between Service Quality Dimensions
and Customer Attraction

Service Quality

Dimension Sum of Squares df Mean Square F  p-value (Sig.)
Tangibles 3.45 1 3.45 5.10 0.030
Reliability 2.75 1 2.75 4.80 0.040
Responsiveness 2.60 1 2.60 4.65 0.040
Assurance 3.10 1 3.10 4.95 0.030
Empathy 3.35 1 3.35 5.25 0.030
df,)u}’ir)’{f
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Service Quality sum of Squares

df Mean Square F  p-value (Sig.)

Dimension
Error 35.40 55 0.64 -
Total 50.65 59 — —
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Table 8- Pearson Correlation Test of the Relationship between-Each:Dimension of Service Quality and
Customer Attraction

Service Quality Dimension

Correlation Coefficient (r)«" p-value (Sig.)

Tangibles
Reliability
Responsiveness
Assurance
Empathy

0.105 0.372
0.425 0.034
0.351 0.177
0.077 0.677
0.064 0.731

iwguore Jolos dlal ¢ blas ;0 .l (oo Cla y dm opl jboliae
Cute (Joms)S) culpd Ll 50 (Jaemigoisnliebl ¢ o oS5l
byl sl o /o0 5 gl (ol gine o (308 sk 3 & Lol i
CodsS dn (ot dlete] bl gl plis I8l ()bl Hlas 5l
Slgie ol BB 5595 0 Cguime s iie S s > Clors

Ll asly gl b yide Cla Ll381 ) (65 55 &

3 e yin iy loss S sl b ljn (o solatecs

Ml SIS ot JeboS ol a8 oolial (oS (ygm)S)y Jelos
(o e (ay iuly puiite Olpod e 0 |y Gledd cuaS
sl 0 BHIA Jgdo 5> (b (a5 ) Jelod gulis S o0 et
bl ool cubls aw (Beta) 5ylslinl cups daasl olol y
g Cuto 13l osimd i &l +/YF ol (6l sime aw g +/FVD

S i Slodd CudeS dlal ;3T b (iom )F5 9051 -4 Jgr

Table 9- Linear Regression Test of the Impact of Service Quality Dimensions on Customer Attraction

Service Quality Dimension  Standardized Coefficient () Standard Error  t-value p-value

Tangibles 0.105 0.114 0.923 0.372

Reliability 0.425 0.180 2.356 0.034

Responsiveness 0.351 0.247 1.423 0.177

Assurance 0.077 0.180 0.425 0.677

Empathy 0.064 0.181 0.351 0.731
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