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** Correlation is significant at the 0.01 level (2-tailed).
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Abstract

It is necessary to adopt a continuous evaluation of performance and improvement of the quality of
service to achieve customer satisfaction and preference, for the purpose of reinforcing the competitive

advantage

The purpose of this thesis is to assess the quality of freight services provided by Syrian companies, and
to know how both the percieved quality elements in their entirety and each one of service perceived
quality dimensions affects the preference of the Syrian consumer. In addition to, studing the importance
of the significant differences in the way of shipping used (Air freight, Inland freight, ocean freight).
This research is seeking for defining both the strengths in freight process from consumer’s view point in
order to reinforce them, and weaknesses in order to activate and develop. Quality evaluation was
performed using the SERVQUAL model as a guide to steer interview questions and to build the
questionnaire. The researcher approached the objective of this thesis in the context of a descriptive
framework and a field study strategy with the use of quantitative and qualitative data. The study targeted
freight forwarding customers in Syria, so the sample studied size was 116 customers. The preliminary
data were taken in an almost structured manner through in-depth interviews and questionnaire. The
validity of the study instrument, the consistency of the measures, were confirmed. The researcher
completed the data analysis using the SPSS program version "25", statistical methods used are: Alpha
Cronbach coefficient, iterations, percentages, arithmetic mean, standard deviation, arrangement, T-test
for single sample and for independent samples, Correlation Analysis, VIF Coefficient and Tolerance
Test, Single Variance Analysis and Turf Analysis. The results showed that customers were relatively
satisfied with the services provided by local shipping companies. However, the customers’ preferences
varied according to the different dimensions of perceived quality. The strengths are summarized in the
elements of "Reliability”, "Responsiveness”, "Knowledge and skills”, and weaknesses in "Price and
financial facilities", "The ability to provide additional services such as clearance and door delivery" and
"The availability of physical facilities and information technology." In the light of these results, the
researcher submitted proposals to expand the customer base of shipping companies operating in Syria
and help them to gain a competitive advantage through the application of the highest-reaching service

packages to the Syrian consumer. Moreover, this research can be considered a new way to implement

the simplified SERVQUAL version with a mixture of qualitative and quantitative data to assess the

percievd quality of service.

Key words: shipping services, freight forwarfing, quality of service, SERVQUAL, consumer
preference, freight customers in Syria, regression analysis, SPSS
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