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Abstract

This study reveals the persistence of numerous problems impacting the efficiency of logistical
performance at the Safaga Seaport, which have remained unresolved despite efforts to develop the
port during the tenure of President Abdel Fattah EI-Sisi. This conclusion is based on data collected
in a study conducted by the researcher in December 2024, which found discrepancies between
customer requirements and the current approach of Safaga Seaport in understanding customer needs,
logistics of acquiring customers, and the preparation of official reports. The study, which included
a survey, also indicates the absence of a unified systematic approach to measuring the quality of
logistical services and customer aspirations.

The study identified the gap between customer expectations and actual performance levels, explored
appropriate methods for measuring quality, and tested the effectiveness of "SERVQUAL" and
"SERVPERF" in detecting the gap between customer expectations and actual performance. The
study also aimed to identify the variables influencing customer satisfaction and their frequency of
interaction with the port. The research employed a methodology that combines an inductive
approach for reviewing previous literature with a descriptive-analytical approach for analyzing the
field data.

Data were collected questionnaires distributed to shipping companies that utilize the port, and
structured interviews with port administrators. The research process included the development of a
measurement tool, validation and reliability testing, a statistical analysis of the gap between
expectations and performance, and the identification of variables impacting efficiency."
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