Wi'e gnlky heee G sirategy o deal with cormplexity and changs. s Jobn Zachaan pul £ “WMaragement of
enlppnes archfecium. Iralfatioms. thal ward o remain compstiles s gain an edge b uss| ons opbion
given the groath and growth pace of growth. Enlerprise aechiledun mansgement ©

The rajor chaliengs m ancielechural ransfomalion is b esflly decids whal 1o do snd how 1o do il n onder
B0 ik Bima A meney resortss & allcEnily ak poskisla 10 meal the naBlulon's gaals in the e of s
Seciors complasily and rapid changa, kkenlitying T inslituBon's Duairess cparalions, £om paleces, and
kniraladga caplak 1o be dewaloped is the whal question in this stualion, 'Which enterprisa archilacune
ereanagaenl will B ysad ik tha guestion al hard,

Thies i & Archilacire siuciure of its company and an archiseciuss of il Bahaviar, which is wiy he
¥Rien ofcurs aechilctumly. Withoul camying cul the sructuring of keclional sinciues of e
Fighighing of capablises in impomant crgans, itk of goed o Ead archiachen piss. Enlapiss
architechurs manageran is @ comprahirsie manageman decipling Fal ollers e iFalindion business
Esnalits, acheckery, program and dala procassing in an archilectumlly scund mannes, anhancing wers.
Fiak and Demer Manageeant 1o help it each siralag: canainty,

Tha masl Ireguanty wsed comormin schivcium Kchiqua in e wedd, TOGAF (Tha Open Geoug
Archiciorn Frassawi), wis isid ke 8 guiss ko craatng this sechidciunl diacping. DOD {Domsn Drivee
Diesain), Micra Sarvice deciign, BPMED [6], and Evert Sioming lechniques am some appeoachas we
ermpliry 10 consinact this design,

The siresegic targel @ char e desied panl boclear, how 10 gal tham, how i desl with e
Strategybusinasatechnology dimansions of the rarafamason joumey, and hine 1o meducs vaning cosl
e mhile ineressing aeparence and eficancy ans al s n s sludy ardar ha umbala of digtal
wamlormatcon, Th reaandh approaches ampicyed and the Tindings hal paran 10 e maragament of Fe
mlel Aignilcan] cullunal mandicnm ang manbenad,

The miasin neassrs Tor tha naed for this siudy ans: Sal thane 5 o workflos D applcadons hal can ook af
e processes holistcally, that thene are epeitie stiudes becadse them is no shaned language batseen
#h business unt and mohnology eams. thal business processes cannol be developed Decausa of
insufMcient business execution maturty. and that thene am similar prooesses that serve smilar pUrposes
becausa of applocaion dversity. Enthusiasm staried a major changa prooess.

Wihat is TOGAF (The Open Group Architecture Framawork) methodology? [1]
H is @ ined-and-Yua Enlemprise Architectune framesork and technique wsed 0 boost conporate productivity.
Taga Standard is 8 proven Enterprise Architachune meshodobogy and framaework used by T workd s kading
organizations 1o improve business efoancy.

K is a foundation for comprehending. creatng, organiang, and condraling the inicals busness siruclures.
To manage ard enhance busness archiechrs processes, particulardy In large and complex busiresses,
TOGAF was created. fis an open slandard, TOGAF enables companies o incomporabe ther objsciives inga
feir lechnobogical doundation. In osder 1o marage the digial fsns of the rstiulions, = relalionships
Eebween T layers, and fo make decisions with & loous on process. risk, archfeciors, stralegy, ischnology.
clata, cost, and effickecy. a new anchileciural modelframework was dewsloped with relerence io The
TOGAF Wodel. Mo comparabls model was found in the ressarch donse for a new archfeciural model that
wezrs consnucied. The fameworsmodsl developed o oversss the instiivdons diglal transformation was
given the name EAM (Enlerprss Archieciors Miodel]. The construcled archileclural model has s
dimensions o By



Tabls 4 AT Phass [The Sssisctiine Coveloprent MeSod (2

1 Basiness Archilechame Laysr

Businsss archrlechss B an archiecihrsl rodal used noslign siralege geaky with achicsl demaeds abod
e omanizaion, busiress achibeciors model || corasts ol Tomar®, " domain®. “ialess lundios”®
“omjaneatcn”. “produd® “segmenl®, "rontrac™ and "Chansl® “mpabdiy® protases”

¥ Srratagy Layar

Treiers g madels Tall can Reares AR & rekeeanch T inBBCNE 10 Achisve i el goals in bne wigh
Pwit viskon A misson. AR & afarencs modal 0 3w sinabegy liver Tha Nerhan liger [5] mathcsckogy is
crinel. Lanirs ("Foous,” Siralage Goal” *Ilisive " P17 ana casgnakd

1 Pertalio Alignmeed Ly

Pofole Alkgremsnt e CDamard Massgment, "Papct Managemant™ wak (rased with mlamnc o
PMI [Flelandats in o metamode, which mas cmaled by ralhilions ke allaclion porthdiapeciac
PSR R

#. Duabks Architicbune Layar
Data Architeclum Lapnd (Prysical Dada Cosrponend, Loges Date Compersenl, Data Eadly, Sthaema,
Funeliong, Trigers, Tahka, Views, Sioned Procaduns) s dasiad wils rafanerss bo DMK [3] Frameendk

5 Applicstion Archilnclsn Layir

Appheation Arehiscua Laysr (Miro Serdcs, Loges Appleation Companded, Phyaical Appiralion
Appheation Moduks, Sppkiaian Compenant) was creiiad with Frlseancs (0 Beracaimcm s i
i i,

& Tichnelogy Architectun Layar
Trie Tachinsegy Archischig e [Logical Tachnaogy Componant. Physical Technaogy Companind
Pledhorm Sanaces | was crasiad
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Derealoping o Workfow Methodology in Lsght of Evant Storméng and Agile Mothods

Durng the sobsore developmen process. omples business processas. ovenis, and inlsmctiors are
wrdensiond and modelsd wsing e workshop and analysis technique @nown as event sioeming. This
Bschregque Sds in @ belier underslanding of busmass processes and the busnass srwranrenl, particutady
wireen cormbinesd with the Domain Drieen Design (00D meSodciogy

The meor goals of ewed slorming ars fo molbvale padiciesels o reesligeie e busness processes and
wacrhflorees. pesniinted with Feir joim. o esiahbsl @ coommoen vocasulany. and 1o commuorecsie complicaies
ideas i 3 dene and corcias mannen, This sasblss them b aeamice and dscuss worksRop, [eeswerk, snd
Eemness componante from many segles. Evenl glormeng aids in mainismieg e company vision s
clarfies gpecfics

Tha lem “aglle methodoion” refem o & lecion of guidelines and pacices Thal lahe & fecbils, e
kewnd. arwd chenl-Fomsed spproach lo softeame develigrreet and progsct mansgeman] procedures. fgile
propect are doesigresd I b guickar, mome producive, amd moes meponsive o cliand reeds. By Betar
adjusling 10 e vanabiog, sather than ralyire o & figid and siahc plan o bidiess procasans, il sk 1
prockicn Dethar resuls,

AL orgar i ieakbe e crangaanslomation ol compons business modes wih tha Digial Transformation
& inaliations and o estabish @ shamd goal, common aIgal, and Common Bnguage. aglaimmn somsing
working approschis have bean uiad A reberancas Tre Domain Deven Design (DDD0) appoach, gestar
e rlanging of Dusires procassi, And Iha davelopment of B commen lnguags approach wsed in et
AN Soieers ok wcemnighik ol Do e working principles of Thi Agik methedology ane listr, o
effarcive. and can Daher aipl 1 cusiemarn aquasls. EBFM {Evani-Biaed Fecbla Mathad] & e nama of
o mcantly dienioped odal. Weiks diniboging the inlemel modsl, worming apgrasechis rcuding Agke
Madhodolegy, PAR BDLC, Evanl Storeing. Kanban, and Wakertal| wenk axamirsd. Ovganizalions amd unils
P Disan aslabinhid. RACI malicas Fave Deen math, and cocaraninlon eouirments fHirsa D
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Totde 3: EBFM [Event-Based Flexitle Method )

Bomain-hased archieciure wsing fhe 006 [Domen Ortven Design)! Micro Service frbidecturad
fApproach mathod

Bamain Briven Beaign: What i= 87

0D i= nol & adting-sdge lschnofcgy or o paricuar lechneue, n order [0 sssurs e conlruiby ol cur
sppbeatons onos fees lamge propscts srs dong, OO0 i= & sholegy thal ams o offer soubiors o e
tordamantal Beuak hal e reguiady encouniand i tha oreation of hig aofhaars Syabams.

i thpr he Bt gomar-iased aqanaion, Iechnokigy, and prososs sahe) Dearsisd actehieihulings
gardces cllead om I dsine platkormd wan compand 1@ D00

Fo ingtacn, using s DD method, opsrational wits i wins pravicsly ool ie ajplilon-bande
L mitin P besa | alicr wibrd ersangid inkn comai-Bisid Cparliorsl procises. Dedupleating e cidar
eranagament Tol apch appication has resulad in the castion of & sngks idar manageman wil

Actcn W takan on e axds ol cullure, aspananon, ad inansforvalion Al ha tama Oma hal Pee
cparatinngd, lnchnokagical, and achitestuml iansfomvalion brousht aboul by T dgial ansmlio
spiaad and bacama ramaized. The Tolewng Compenanta ank whed &3 & guitde in order 10 asabiish e
el ndishad rathodaipgy and cdivend ingnabormaion in o sckd meaenar
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& mockd pe strochure Rnsnem 33 & Smicrosarens archisciors™ B s malhad ol crealing a single applicaion et
et Frechacismes thal can menage teir ran busnass sod commoricaion inside sach servids, pre ek
craily Eomghae, aad Ane edast i ale corrpangd oo celtar BArvacEE I ia A Iramesosk ety st salemaked
chairb o e [had Podusak on @ apeciic tsk Tor ehich Teass sendces b abotunialie and capailn of
werking irdaprandendly. 1 cught 1o b comparaiivaly fren of aninal govsenrsanl insibutens 1 can ba (raaked
ey A vanaly of data-nasad eehndingee Sl programimng gt

By Inoking & Iha sorae mbaiad 10 e Apglicalion madulag, e Senacic. aesdcialog with he S ehm, and
W ralhadk ol e senioes, @ Pas Deen corchaded T han ane B0 sarvices The anakess bad fo e
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DEAM (Domain-Based Architecharal Model)

Scaabiiy, mansgeman relapandercs, and nicess combnuily are cosis aesadisles wlh the DRAM
iDiansin Based Archiiescival Modsl) [4]Woroeardce archischors’ madel. & Fash model apprsach B e
G0 mukksl relerence poire. The Relds sescciated with the Logietics Seclor wers almiraled when ths model
s criasfed. Aggreceils Rt and Boumded Cordeid Fave been afimenaled i domsins

Damain

rder managemenl
Cisiomer!Suppian maneagsman
Smck managemeant

Fanrdng Managasrsnl
Fayerenl System managaman
Prosfiuc s adassan|

Lanr mansgema|

Contrac! Maragemant

Prigng Maragameast
Integration Managomen

DDD Mode reference refemence vanes with Layered Archibectune.
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Tabls & DBAM |Domair-Based Archaiedural booel}

The TOGAF sribiteciursl mods? saresd 53 3 guads for the mesituton's 515 immetigabans, which wens
fecusend on Product. Process, Agplicaton, Technokogy, Defa, Service, and Framewors. The s ol =
Eables elongeng b fen ddferen] applicatioss, her rsfalonstfips wih o ancther and ther deta models
vasrn 3l delsrmrsd a8 & cordegoenics Gl e g Fregsbigaions. Sudies on labfe calakoos wers corasicied
in cosjunsiiern with the Dals Gormmancs princpes a= & gede, O smest 1000 MS S0L sereams, (atins
vaprn fncatad, and Pedr paifommanss was eeamimed, SO0 sandos architaciurg calaiogs wers craalaed, sl



e peclormances. of the sanices ware eeled, by locking al the soresrs connadcied o e modules in e
spplcations, e pervicis belongiog ko the siresn, and e methods of e sardices. The foliceing
decEnns wers reachesd as a meul] of the examingione padommed in scsordsnce with archiesiuml
slandsrgls,

- E has been concludesd thal due 1o #he diverstdy of the database indrastruciurs among e 10 dsinc
applications, lechnical slandards cannaol b esiablshesd and elcenty maraged.

Théra ia Fed referercaalla Frameasadd inlasinecium,

Lack of a Serdce Archieciums

Absgrwa of 3 sdlabla, shianoad lechnology architschea

Process slandards are not sufliciently devekoped

Data Arcriladung B &5 A itk inkacy

Thers s ro Cenlral Technology Steak

Consdarning tha vanety of iechnolog ks availabie, Special ation withim tha institution i nod requined.
Wihan wanous legacy applicalions Fass saraces. Lhat sanss the sams commercal purpcss

Technology

The dependency on a Engle programming lerguags & gore, The newly construcied bkl and deploy
Bmrgs g separals, bensfiling the developers becauss e Codebase deployment melthods wers
inaffcEnl By estsblmhing a eotrical instiuionsl memory, depandercs on developsn vwes decreased and
InAMiIFg CoFfsafianis wak anrsd Mo oodas Plaifenm desakopmant selriias using low oida b kapl o
erinimum, Cedlk for devalogman Fodsh dicramiad, | was posditla o apecialize By dormain. & Somimon
langusss was ailabbarsd aa A medl of the platfers and working mathadalogy thal wane Savcaloped
“w aonrds lpchncksiag halgsd 10 2ave oparaling codls. Palemsanss and spaaed impresemants
e H.

Carpaersia EMaclivanais

Thi sl it mik sngulneed which samelirnd prooies and incresed cparationsd alletbmnigs
By aimnaling tha insliktion's sdvinseaive (esks, manusly advincng lashs weea digitd A lage
ergarizalion has Baan achisved ard alficiency his grown as a maul of B mangar of the crganizations,

Buminass Siralagy
A raw Fsprim ior cioae-saliveg Fas baen eblabiished. Erhanosd chanl salislacion. Enhandsd wandiorn
Iyl

Ftunarcas
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FPROCEDURAL EFFECT ON TANZAMNIA PORTS" ACCESSIBILITY
AND SATISFACTION

Oifwary John', Afonso Dubd® snd Renger Kanani”
'Bamdlan CoNege, Tanzann Ports Aatfonty, 7 * "Linveysily of Dar a5 Salaam

Absiract

Pupose: This sludy assessed the niluencs o comples cango ckarance procsdures on e relstionship
between porl accessibliey and customes satisfachon a5 construcs besed on the smpincal sedencs draamm
from Tarzania’s porl aperafons.

Cesignimethcdologriappraschc The study used sinuclured guestonnares adminsisred with 228 port
stakehokders fom a sample of 238 respordents drawn fom a populaton of 1,325 agenls using smpks
random sampbng, tom fve selecied Tanzania ports 1o otiain data necessary for ypothoses tesing using
Sinsciural Equaticn Modeling through Smar PLS 3.0, Using a posisest philosophy and deductive approach
along with an erplanatonry design and guaniesfve meincd, and the Besourcs-Based Theory (HET) and e
Port Service Gualty [PSD) theones o operabionalise the nieacions of the thress constructs. The study
worked on the assumpdon thal Shere has bsen no exienseass ressarch modiel thal compounded the jont
afects ol consinucls

Findimgs: The study foursd thal porl accessibiliy has a posfve signfcant impact on cuslomer salisfachon
witersas the moderaied mlaborshp has kower posiive sigrificant efiscis. Further, the findings of e
psiance-Pedorrancs bMatrs Snshsn (PMA] resesied thal port scoessibolty has e fghas] el of
Eoth mpodancs and performance n predicling cuslomer salalaction The shady concdudes with srang
smpitical confematicn thal por accassbilly posieesly infusncas aulomer satisfachon and aepands. the
RET s PEC dimermions,

Practical implicaticns: The resuls shesd Bght on amas that the Tanzania Porls Authanty sed otber
Slakeholders: from both the publc and prreals ssdom can mpross I boogl saliafacion The shady findings
Fewen implicatiors ke mebreant polcies, indudng the Pods A1 2004, Hatonal Trampar and Trads Polces
Bt ol 2003, and S Agerwda 20T The Alnica We Wand

Qriginalityfvalue: This ressarch plonssrsd in denlfyng dmensiom of porl meecurces and moderaling
effech ol complas canjo descancs procedures and acamiced ther impacts on ouskorer salsisclion

Hepwords: Port accassbilly, cuslomer salisfaction. cargo clarsros procedums. and porl operstion,

Intraductian

Transpe inlmenacium cn losber Balanced econamic and egionsl demicpmant n addtion o inluancing
sigrilzandy tha nationad nlagralon nle T wedd economic markesd (Deankish & Sakm, 2005) Deamkish
arad Sabm (2015) and Penaar (2013) feund that the loed canried, econamias of Mesl siza, scanomie of
el atane, Sianvay ITANEECTAlion canslinds tha chaapesl and most efacive rarsporalen mods el o
ciwars in improving e ling standasd of kocals Dwarakish & Sakm, 2015, Fanase, 2013; Yin, 2020 Alsa,
CUBGMAN P incrissingly becoma & rich Source of iInformation for firmes thicugh Feir viees on ek,
paricularty for sarvice iImprovement whils snhancing e user expirsnce of I end products (Busagana,
Mhori, Moasbarg, Jan, & Andarssen, 2020} Usar aepariences s nlarmcions allow oo greidens 1o
galhar anomioes infomsation er iMpning services &5 well & desigring and devlaping Rilung senices 1o
optitise cuslomar salisfaction {Katir, Ranmani, & Maginas, 2011)

Thi infuancs af port servcn quality on csioemar aalsbactin parkulniy i ha pom sacion i rol o top tht
Peass Eaat witl-ressaumrchad upe ampirically (Yoo, Tha, & Pak, P16), Morscar, Prean, Thai and W (02)
i Ihése study had oliared Fal st of s quakty in e sl secior ganaly, and in te pot
indusiry paiculaly, have nol bisn camied cul freguantly in the Raraiun; insead, moet of hise sludas
Fewed focusad an pont allficency, sekection of por o camar, Miawugangs (Z078) abo fund scant lerasne
ery customar satslaction in tha pon indalry and, spacficaly, on T effact of pod seredcn qually o
ciplomar anlalacion, Thie dledy aimsad [ delermirs the epac] of ol Bocedsiblity on Qesierar

g0



salefaction in Tanzania's ports using the Rescgres Bassd Theary (RET) and Posd Sereice Quality (PS00
Ffomred by the Beealurs coupled with the sludes” armdmnment and sanables. we adopted the moderalion
spproach o porkaving he co-varislion a¥ecis rather $an medation $al pordrays e raesitive effect
i Uimareath, 23]

Iy Tanzarin, e ok trsacks [lays i aronomic gromth Fes rol mceivesd ok much atleeton snd I i difiou o
Gl sludbas thil cuantiy the sutjec! sulficsantly {Mags, 2018) Vel tha peits in Tarzans sare sany of Fe
land-Enked enunvis comprising Burund, Rwanda, DR Conge, Uganda, Maawi ad Zambia (lss &
Masarjn, M2, Tha couniry akse hak laks pons, The markel shan analysis for rmapeciive Tanzania and
Bany poits for e 2013 — 2017 panod shows that of B incoming Gange rife i Tanzeria kom Burundi
R, DR Cingo aed Uganda, e suirge percantages of 0750, 88, 7.2 53.4 and 2.8 and 2.08, 12,
228, 48.8 and 07 2 wenl Prough Tangaria and Kama pors, mepecively. Such skl srane potantiss
arvidal compatiion as well s Nulus dynamic damand in this o ndustry Suooes! T feed 10 v
Lazigr Tor anfirsng cusiomar ealisfacion b ralain (ha axaing amd At ey cudiomees. This shiudy
girivad 10 iseak the poremsniionred Tecier Wegugh e pessaamanl of pot aciasabilly on (esiear
anliluction with Tanzania pors and axsaming P modamting afacs of tha mmasty of Sang cearn s
erncndusan on par accsibiity and cuslome salialacion |

Tha finckings on e nelatenships among sy variablis anharced knewdadge on and undemntanding al e
Incal Baved, I GRmEng Pt imgrdraa el priodidas and siniegns, pon aoadsbiity and cusiomer dalnlpoiion
arn compsditivn facken. The Important-Parkemancs Map Aralyss (IPRS) Tor Tanzania pons his b
ek roen thi sludy indings thicugh varssdes and e asabisked rmlabonshios e missgamee
consideraton, Trs sludy atincives have sddreasad, fisty, he Pars Act 2004 Mo 17 an pege 12 Ao
paorl proamolion and. secandly, thia Mations Transpoen Palicy of 2003 [Tanzardn, H03) aboul i sisaion and
wsa Niatiorsal Trada Prkicy Tor @ Comgstitss Evoromy of 2003 (Vieanda, 2003} on s vk

Litarature Rivinw

Thacratical Lilarsture Reviaw

To address s objeciies, the sludy was informed by the Resoume-Based Theory [RET) and the Port
Sarvice Qualty (FS0:

Resource-Basad Theary (RET)

FAT iriés %0 axplain tha chgins of Pigher pafomancs among imms i compatilive anvinenmants. (Akbari,
Artr, & Chajard, 20709 Acoending 1o RET, mecurces ™l A waluabbs, mm, inmilaBla, and ron-
subslihtable can anable Smes 10 suslain above-svamge miums (Liang & You, F009) and can anoy &
suslained compaliive advaniage il iy sceasaluly axglod ks mscurcas. Kim and Chiang's (2017)
aralyss of Ta aMect of ausbsinabilly practics on Ihe relRICnERiEs Debwaan compelitwrsss and
parlormanca in par apiratong. Applying RET, the sludy found thal, the por meads slap-by-shap containar
Paniding procedures, and procassis and simgliied bul sslstaciony procsdunes Tor Cusloms dearncs Ko
SUBLAIN Ak in infamabonal par cpanalions, Studas that hive sppled RET ko have i varisbi relited
B0 NS Charancn proceduns, hanos slso sppolting the rdepandent waratin becase of the complax
AN CRATANG Procaduns i ona of the sudy wariasies

Port Sorvice Cuabty (P5Q) Theory

iZho Kim and Hyun (2000) demorsiraled Sal Posd Sereice Qualiy |PS0} degends on thres dirmenscns—
erdoienos quality, rebtioral quality, srd secganous. quality. Whersas srdogencus quality fas o oo with
inlamal capskiilies of a pol inchding lsadng and welosding chamges. badhing faclitiss, and ferminal
capacity, refatioral quality dwslls on relbliorships the batesan parl companiss. and shipping companies.
such as the pord kbgislic neteork. emplopss professioralam. the aeslorer padreshp In conlrast
sxipereyus guably comelales with sxeral Boom affecing e magnstiem of a porl. induding Fe port
Ieation, e cangs woluma, the dislance, On ther pad, Apphying the PE corceptl. Pran, Tha, and Wy
§ 2021 found thal echanced PSG postively mflusoced auslomer satistaction, with the outcames of port
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sarece padomands and s mage accouniing for the grealest mpact. PEG) theary supported 1he
cperaionslBalcn Gf the andogenous varisble, Porl Cuslomer Satisfaction [PCS)L and ore esogencus
wanatle Porl scoessibilly (PA) as sppled in this shudy

Empirical Literature Beview

Peet accasmibility and Custamar Salislaclicn Relatianship

Raza, Jewsd vl Hasaan (F045) dedarmingd the elfects of mardica qually difmengcns imchading
sccaasitibly on customar salialiction in Malaysia. Th raite of responsianess and amgathy halped 10 st
e chanta' damands whamas accaisbiity had & agnibcsst and poailive irfuanss on e aabatacion kel
of cuglomars. Bko, Ma Palalogh and Eka'a (201 ] sbady of how Tuikiah customans” amiead of [nieened
Eanking srvicas considerad miablity and acosseibaly and found cients 19 ba mona Salialed with anling
Eankang's accarabilly and mlabiity Bolos betauss ey coungnancad nd probams whan usng hass
anreced. 0 T dhdbas mavieeed, T infeancs of o eeodsability on curiomes faliEfacion ramaing an
isdun vweorth hater axglomnlion o avvch e Bamlun af PSSO maragamant asgsscaly in ha canisxl of
devRleping couniiés, Thas, Tis sady assesand the nfence of pon accessbiity on pon sk
salsladion with empircal addanca rom Tanzania pens, As such, wa hypelhasiza)

Hy: Pt ot sty podifivedy inflancis pon CLsime salisfachion

Camplazily of Cargs Claarance procedurs aend Cusioenss Satislaction Relationship
A, sy an the iffluance of Ao derancs pocedunes in thi East Altican Comeunity on iada facltation
in Raanca by Foasahigas and Tomiola |2021] sacommiancsad for ha sisplfication of irade Socumentation
st pricadues 1o facllal e i goods witin e commusly. A all, welbpertoeming hegilics
ErOcnEdak can coniliiig @ cuslomars commiimanl 0 itha mladonehip by peowiding the Bas] (eacmar
eomparative nal value, enhandng thar aslslaction, ewantusly leading © & sieng buyer-spplar
ralatiorstip {Karmni, 2020; Tuan, J017) Myama's (2094) aessasmant of teeiom that infuands eonlrinas
nerminal aficiancy bagsd on Mobasa Ertry Poit in Kanya found inadeguacy of th quay, eouiprent o
taacditatia the prarforeancs of tha po, insullcen e far redasng bays, at comieg of shifn Al the pon.
weaak daamngs of cuslemasg i e ien alleclieg e Bembesa pon pamomeancs | Nesaihabesae, Fs
sludias reviewed indicate that Tow alempts made o assess T influenos of port tangible ard inlangibke:
FRSOUNDES 0N ousinmer satisfacson. This siudy, themlom, assessed e modeation effect of e complax
cango chraranoe protedune and the relationship batssen por acoessibility and port customar satistaction
with empinoal evidanos from Tanzania ports. Thus wa hypothesisa:

Hy: Tha cormiphisey of M Canme SRamne possirs macknates the relalionsip dehesan pon seeassbaiy
vt Pt Cuskvner Salisachion

Mathodokayy

Thes sludy pdoplad & posilivil pRilceapRical Slands o rdala the neursl seaniial slanos with an obssrabka
socal mally ¥ prducs liw-ike ganerslizalions (Saunders, Lawis, & Thombil, 2019), s ceducive
FREsONNgG for thi sady's Mypolhisas and earvabln consegmncs thal should hivm oomed will rew
ermpiical daln il h Pypothases wirs 10 ba Tourd I [Anewi & Kasim, 2015} Mo, il appiad g
eplanaiory design o eeplone & niw uniserse based on the siudy varables, elbionships, and assodaied
objectives, which had mof boen studied aarior inwolving causes and reason faciors aboul some
phenomencn related 1o siudy variabies (Megel & Hesrmann, 1953). Also, the study applied the quantitaive
mathod since it supporied and identified what is embedded in the posEvism paradigm that tocuses on frash
data (Rahi, 2017]. Alo, & iniegmies purposes and procedures thal ame deductive, chiecive, and
genaralised [Morgan, 2014). The shudy applied Krejoie and Morgan's (1570} formula, which has already
been appliod by Januszyk af &, (20111 and Minani (20191, in & population of 1325 1o cbiain a represaniaive
sample ol n = 7598,

Samgle Salectian, Unit of Analysis are Inguiry
Tha gl sixe consisied of 208 pod cusiomans, Ciar Gosamnngnd Dajperinsnia, and Tanzania Poss
Bulhoity e Fa T mertionid mgions ssectid using smpk andom sampliog el g avery o &

gz



tair chanics gl bairg recruiad in e sampls [Cresesl, 20040 Dos o e padicipation ol several glakehaider
grougs, the sludy presenled 3 mors comprebensyves analyais of the ressanch Bae (Koo & WMoshilaei
20180 A simpls random sample from an sxilng samping fame was adopled. The stodys wnil of anakss
vears the Cleanng and Forsarding Agency Compary [emplsyer) and $e units of mguiry wers the gisf
rembars (emplinmes] of the frm who had sdequale miamaben and krirwledge sboot the Tancana Pords
Adthority [TRA) servidan

Tha study wsed @ sell-administand wo-pan quesSonnaing o coled dala, The firsl pan gathered e
Pakpondirts’ darographic nlemalion sengside the Compary geolla and tha secord per comaingd 7-
gl Likart-scaln typa stalaments with sesasures ranging from “Swongly agaa’ le Sirongly disscnes’, Tre
neachriipuiies b 40 rddiiases T corrman erasthiod Biak ickatn nversn ciding of B vanahke vl ageli
in the cussionasn daing dala antry and the appication of the T-point Liker! seak for indepandert and
capandint vafating iralasd of tha 5§ o Fees 3-port scaa; the nelabiity of e mspenss on i fmr
acaln i bear Ban on e latlee war takic paing i Bems on ha scai dafned by the eenstruel [bashi
Wala, Chandal, & Pal, 7015)

Maasuramant arsd Oparatioralisatice af varabis
Thia sludy Fraivied an andcganous varabls, Port Cuslomes Satislaction (PC3) and an exagenous warabie
Port aceasitiily (PAL wilh tha Comgaskty of Cargs Clanmnes Procefunes (COCP) saning ae &
Fracabiralivag viriabba

Pest accussitility
Arcaraitiily sarss a8 & product of e land wsa and rerspar sysbems aed descrites the axant i which
land waa and traespor syslams anabls ndisiduals o each aclvilies of Kealions employing @ ombirsalion
of rarapor modas within tha porl (Karst Geurs, Tomeae Pores Dentinfo, & Paluali, 3021

Pert Customar Satmfection

Camlnrmer aatalaction B T eagonse of consumans 1o the evalualon of the decrpancy Batwaan prior
scxphctations s thi percatod perormancs of tha onsurad produst of ndand sarice (Y, 1000),

Complaxity of Cargo Chiarance Procedura

Cargd clearanoe prockdunes constitute one of the majer botenecks in product supply chains in Kanya
becausa lengihy, comphes proceduras and expessive papereork delay border crossings and port handing,
Fenoa crealing @ negaive impact on ade coupied with soaring the costs of doing business in the country
{Edlly, Thomas, & Petar, ZTA0%

Data Analysis, Interpretation, And Discussion Of Findings
Respondent’s Profile

Tha sludy ganoraled doia from 225 oot of 228 quesionmains distibuied in tha fve regional pors undar
FEviEw, & resporgs mie of TE.O%W. The gerdar spiil of the fnal sample was 8355 make and 16275 femaks
Tha maan age of he sampke was 36.5 yoars. The sample comprised 63.6% mspondents with College
dipiomas , 17 5%with secordary school cerfificales, 16.7% with unrrersty degees, and 2.2% with non-formal
ecipcaion. The majoriy |12%) had a mean working sxpanienics of & years,

Assassmant of the Moasurermest Modil

The assessmenl ol the messuement model was conduciessd by composie relabify, Cronbach alpha
rha_k, AVE, ard HTPET, and the following resuls wers obbainsd
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Tahble 1; Messumas of Constrac] Valdity and Reliabiity

Composie | Cronbach | rho 8 Avorage
Reliabllity flpha Warkamce Decision
i=0.7) =037 Extracted TV {(HTWT < 1)
[t ]
| CCCF FA |
[ b oear D l=" 0843 (e
CoCCP
0831 (R R 0908 0.rr 0843 ke (]
P jo420:0 651)
.04 0928 0502 .0 0L ABSC ks 0. THEC kiss G
e ELEE3:0.873) | KUTA2:0.658)
Source: Feld Data (2022)

The resulls atdsinsd show that exogercus kalenl varabiss havs good measwres of valdiy and reliabibty
across al tha varables, inchuding the endogenous variabls, PCS.

Aggasament of Comemon Matod Beas
Thia CMY was subjeciad o A aimpks Colirmanly Tast using VIF, which show Tl @l the constnacts hed
warianch inflaed Tacter (VIF) vakes of s than e propeeed thiashold of 5. Handos CMY posed no Feas

Bscangsinerd of he Modals Pradictivn Pownr (PL S [oul-ol-aamgla)
This eassascamnt of thi meel's pradicivs powar found s RMEE of LM (s pradiction] o ba graatar the
ral ol FLE-2EM (& acial) in SATEEd, SATISZ, SATISS, and SATIED, which imples Owar prediciomn
ermor. Also, the walaes of ©F_predict in the four indicators of the endogonous saniabin are aboyss 0, meaning
@ loreter pradiction amor. A5 such, the modal has Righasr predcise powar.

Evaluaticd Resuls of the Stnectural meodil

Thi maasuring of tha WIF values indicale thal both independen sariables base 1,335 which ans acoepiabile
lzvads of collinaarnty. Henoe the sinacioral model has no collineanty Eeses. also, the ot cosfoam sakss
of DERT indicales a sirong positien relationship, which explaing & 58.7% incraass in FCE. Impliedly, i the
Fa& constuct increases by one standand davialion unil, T PCE construct will incraass by 08T slamdand
cesiabion uni, assuming all ofher indeperdent consTuds mmain ponstant The resul of th coefMician? of
cdetermination of R? stood o 0546 for The dimot model, which explairs that a G4 5% change in FCE can b
Ecooinied for ore (1] EenEEnoUus consnact. Also, the oot ko ol ¥ yialded 0.778, which rarslales Ino a
large stecl size on A7, The measunng o the predicive relevance ol OF produced & value of .418. Henos.
e moded has predictie relevance.

fodel Aszezsmen]
The structural mods! resulis reyssal a sigrificant relationskip thal exisls between PA ard PS5, nthis regand.
The dirsct model was measured and The oefficient of determina@on of the B value was 0546, mplving
frat, a 54 5% change in PCS can bs acoounied for o (2] exogenous constnacts as foliows:

Direct afect of port accessibllity on port cusiomer satistaction

The firsl Fypoihess, Hr states $al port accessbify positesly infuences pord customer satisfacion.
festing tha Fypothess, e resulls indcats thal PA has a sigrificant impact on PCS | = 068F, E= 1864710
i.e. ons wril imcrease of PA incresses PCS by path coetfcent of 69.7%, cefens Sanbas |Hak, Sarsted], &
Ringle. 2007 flso, the confidencs mterdals [0618 0784 do nol inchsde 0, indcating the axdstence of a
cirect abect |Hair af ai, 20171 Furthemmons, the tvalus of 16471 is aboss T crilical value for e z-lest
iof 1.545. Therelors, My was supporisd and hemce nok rejected.



aderation Analysis RegpEs
The moderated model was aka messumnd and the cosficaen] of delarmiration of R? value has mpnssd
e G546 4o 0554, hercs & 55.4% changs m PCS o e (2 esogencus corslnichs,

Campluzily of carge cluarires procadur and pan ssesasilility on Peet Custamar Satsafactian
Thia sacend Fypalfesi, Hz: statas thal thi higher {lower) S comphioity of the (g0 CRnnanis procedun,
o wmabier [stenger] this ifluerca of port accessbiity on pon customés salislfaction. Thi rmedis indicas
Fual COCP'PA Pas & significan! impast an PCS (B = 0004, 1 = 2404}, rglictly, if ona il inceaias
b riasesca) o] thea comiphasily of I g Chiarania proceun, thin the infuane o po ot a
g cuslimid salislaction decraias (noraisas) by T e of thi peth cosflicent (945, calvis Paitas
{Hair al al, F017). Trere s & waakaniog of mduction of Fvalus fom 16471 1 2404, which & st above
Wroa crificzal wihus for thi 2%l of 1 645, Tharalon, Hy i supgons and, hercs, cannt ba mpacied

Sirngda Slags Aralyas
A typesal moderator anaksis mrdis 0o ppmessalalon wieg simgls sope plols (Har, Samssadl, & Ringla,
JOFAY Thik shady Fod O gimpks aopa phel delineatad A Moloes
Eaodoration Effect of Simple Slops Aralysis botwean P&, CCCP. and PGS
The relalonship betessn PA ard PCS is posiive. Hemce, kever loels of Ph ors associalsd s ower
levels of PCS. The upper ing (n gresn|, which represeris a higher level of e moderator, SO02 with
slandard desialion shoves the maan. bas a Satler dops. Fencs represaniing g saaker posinm aflsc. Aeo
e batkorm bng {in red) which reprassnis a kkever lavel of maderaior, SOCP wih a slandsed desalion balowy
e mrean, has a steaper giops, thus representing & stronger positiee effect. The simple gope plot shows
e posliie migrachcn leme thal lower COCP levels anlal a sighlly weabker relaliorstop batessn P4 sl
PGS and vice wama which are accapied

Impotance-Pedommance Map Analysis IPRUA)
Ringle and Sarstedl (M096) contend thal mulbtiple moderabors inoa bolal efec] or moderaled effect
complicales the niempretalion of IMEAs mporance dirmenson. A= sudh, 0 i advsable o exoluds
rrcderaloms in an PR |Hak = ai_ 2017 Ringle & Sarstedt, 20161 IPAS was conducted using Smarf PLS
The resulfs ars based on the lotal sbec] of one exogenous varisbls (PAS on e endogenous varabls
{PCE). The fndings confren thal P, the esogencus warable.  has high levels of importance and
periormanos in Guadrant | with ‘Conoenirabe Here' stalus.

Conclusion Implications, and Recommendations

EMpct of Port Accossibhiby on Porl Custormer Satisfaction

Ta begin wilh, the study findings subsianbials hypothesis & by showing the pos#ive efscl of port
sccessifibty on por customer salsiactior nlacl, the higher the lEvel ol pont scoessitibly the highar e
lewel of porl customes saisiaction. These findngs are in line with $he fndings of |Kadir 8 ai. 2011: Hui
Polaioglu & Erin, 3004 ; Raza el &', 201580 In ths regard, the study  fndings prowide simong empiscal
confrrration thal pord acces=bify posiwsly infuences porl customer sadsiachon. Implicly. port
acoessibilly 5 a key delermirant of porl customer sadsfacton whase {our nlemal indicalors ane imporiand
in mprovwing  porl accessibliey.

Moderating Effect of Complexity of Cargo Chearance Procedures on Port Customer Satisfaction
Second, the study afims Fypatfesis Hy by acoounting for the moderating aflect of e complasity of the
cango charance prooedurs and how it posiikely infuenoes port accessibiiy and porl customar satisfaction
irted, this highr (Jower) the kel of complasity of the cango clearance procedure, the woaker (Strongan)
e influence of port accessibiity on port customa© satisfaciion, which b consistent with the findings by
Gimed] (204 1}, Kanani {2020), Kim and Chiang {2017), Myema, 2014); Rudahigea and Tombola, (2021}, and
Tuan (2017} Tha findings ame congruent with presicus Benmbure despbe e theorelical, confdual, and
mathodological diftereroes.



Alen, camn cearance procedure can comphcate  podl sciessitibity  and affedt & sther regaleely or
poaitively. Evan though other varables could mpar e alsnment of porl cuslomes salilacion. These v
fschre are riical sress porl managets can ignons al ther cen perd smidst scanmaly of escurces.
compstition, and dynamism ol e business envronmant. custome: derand, and lechnologey . 5 this study,
e omplecly of cango clearancs procsdurss. wes operabonalized gz the moderabon vanable on Port
ecaadibibly and Pon Custorar Salalacion with ree maskurabs indceatons based on axdsling scalas
Overall, tha Bndings pronice gong emprcsl confismaicn mgarding the medanalivg alfacd ol e
conlazity of cange charancs prodaduma that an peslimly infeanca tha relatenehip Dakssssn gt
pecaakibbly &l pod cuslames aalalpcion whan anfanced Imphclly, e medaraton allest al e
conlazity ol cargn chaamnes procaduns makes i1 A kay deerminant cf 0w sakaliorghip Dedyvann g
mecaaRiibly ard pofl usiornar aakElacticn,

Cvarsll, thin Tact That kot Fypatesi (1005 have Desn upported his impications foe soubng pon
oparalian and thaores, Por marsgans can enhandcs pon accreabiily aongsice olhee mecunces 1 Boosl
s alfectivanags ard affcasncy of e por o mprowe cusloman satisfacion,

Inplications
Firslly, sinca a limited numbar of sludas had asabisred e elaionshios Balwaan réeaouross and pon
custemar salislacion, Ihi aludy & comglamentary parscuarly Ty providing & ihacrabcal Famewon That
bl & dalaled relatonship among the recunsis vanabies of pon accessbiity and compkeity of cango
chmrarcn procedure, Momover, only srecdclal avilancs axistad for the inlanening robes ol and comglasily
of Carga clRarancs procadune in T rlatonshigs Detwesn mecurces and por cuslomer salslection. n his
ragird, Mis study has conlimed Fal the i resourcss sgnificanty and posiively comeals with pen
custemar salislacion. Aba, the study ndings confiem thal e comphicely of i Cargo Chaanans procedune
i & prlantal sodarnaling vartabha in T relalionships batesan recunces and por cuslome saliladion

Sacord, his shudy signilicandy contribulas to the theary by showing hal uiigue smecurces anatie pons
eranGE MECUrcaR by CoPSRBRNng pom accessibiity sapacts in thalr cANge desrance procasseas and nelaed
eparalions. Previcus siudies bad paid limikd anention paid 1o 5 empiical contrisution 10 por cusiomar
salislaction along with moderaing efacss of the compiasity of e Cargd charance procedurs. This pracics
P bl practilionarns with ihe comphie sk of salecling Alamatve Mesrcs shis making pons dgerans
Exalirw cUSlOMar aaBRiachon,

Trircly. this sludy axtands and skangihans the Pecrstical feundaiions of raources, Thiough axensive
lier s revidrw and subssguant aralysed, © hak resased Tal pod pcoedsibiity @ & rdiabla ard vali
el mareaion That Dot nasssanchan and praclionsrs inlarastad in MeRRINgG MeEouEs NN cwencek. Alsa,
e sty Tindings on this asgec! coukd inkem e revision of axisling ard can suggon Ramher desslopment
of theary in thi fakd of por Lustoman AEESIACECN MArGGRMan

Fecammandatians Ter Tuture studias

Evar though this ahedy found g0 accasbiily 10 ba poalivaly millusnced by pad cuslomad saliElpction,
futune studies could apply hese variabies in oiher Senvice SeTngs such as banks and acdamic instiusons
o compane resulbs. Moreovor, Tulum studkes could use ofer rescurce aftribuies on porl cusiomear
salslmcton fo bring abow mone insghl imo the resowne and por customer salslacton intedace. Cihar
resaarchers oould opt for a ongiudinal aporoach a6 opposed o a oross-secional appenach applied during

this slhudy.
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