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ABSTRACT

This study explores the impact of effective cargo
handling methods on client satisfaction at Seaport
Logistics Private Limited. Efficient cargo operations
play a vital role in minimizing delays, reducing
damage, and improving the reliability of import and
export activities. The research examines various
handling techniques, client perceptions, and
operational efficiency. It also highlights the
relationship between streamlined logistics processes
and customer satisfaction. Findings suggest that
modernized cargo handling directly enhances client
trust and service quality.
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l. INTRODUCTION OF THE STUDY

The word cargo refers in particular to
goods or produce being conveyed — generally for
commercial gain — by ship, boat, or aircraft,
although the term is now often extended to cover all
types of freight, including that carried by train, van,
truck, or intermodal container. The term cargo is
also used in case of goods in the cold-chain, because
the perishable inventory is always in transit towards
a final end-use, even when it is held in cold storage
or other similar climate-controlled facility.

The cargoes carried by maritime
transportation come into several categories, each
requiring the usage of specialized ships. The two
main categories are general and bulk cargo. General
cargo is unitized (carried in defined load units),
while bulk cargo is loose (carried in any quantity).
General cargo can be sub-divided into three
categories:

Break Bulk - Concerns cargo that is carried in
drums, bags, pallets, or boxes. Such ships are
typically geared.

Neo Bulk - Concerns cargo where each pre-
packaged unit is accountable such as lumber
(bundles), paper (rolls), steel, and vehicles.
Containerized - The growth of container shipping
required creating a new general cargo category
where the cargo is being carried in container load
units.

Bulk cargo can be divided into two categories:
Liquid bulk - The majority of the liquid bulk
carried is petroleum LNG (Liquefied Natural Gas),
representing an emerging segment. Liquid bulk
ships are commonly referred to as tankers.

Dry Bulk - Concerns a wide variety of materials
such as coal, iron ore, grains, bauxite, and sand

BENEFITS OF USING CARGO HANDLING
ACCURACY

Fast and careful physical handling is key points in
quality to provide. Warehouses and equipment,
designed by WFS Technical department, are
constantly stimulated by the input of technical
innovation and by the need for a permanent
improvement of functional efficiency. WFS merges
cautious handling techniques with advanced
processing methods and software to ensure integrity
in physical cargo handling.

ADAPTABILITY

WEFS is able to adjust its operations to match with
airlines operation briefing sheets, standard level
agreements and all other specifics enquiries.
TRANSPARENCY

A computerized operation data handling system was
specifically developed for full compatibility with
airline systems, complying with the 1ATA format,
updating them on a real-time basis. Regular
briefings/debriefings take place between successive
handling teams in order to ensure service continuity,
and flight handling reports are provided to the
customer on-field representative.
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TRACKING

WFS uses IATA Cargo2000 milestones standards
messages to provide via Web site, EDI real-time
information and status of each shipment
SECURITY

Absolute compliance with safety and security rules
and regulations. Basic training and continuing
education are carried out for the entire staff, under
the supervision and authority of Airfirm Authorities
and Civil Aviation Authorities. Compliant
equipment and processes are installed such as X-ray
machines, CCTV, decompression chambers, dog-
assisted team units, Ras Cargo diagnosis for
detection of explosives. Security audits and regular
dangerous goods inspections are conducted as well
as random tests in operative conditions.
NETWORK

An integrated network supporting in and out road
feeding of cargo shipments. WFS has developed a
Road Feeder System concept, based on two route
types: Trans-regional routes and domestic routes,
consisting, of a European network of 28 Cargo
stations. A foundation digest of cargo handling
standards is applied at every WFS station all over
the world.

COMMUNICATION

Direct communication through the WFS Key
Account Manager allows for prompt, direct attention
to the individualized needs of the Customer. A
Local Account Manager (LAM) deals with the local
representative of the customer at the country level,
and one Key Account Manager (KAM) deals at a
corporate level for all WFS operations worldwide.
Three yearly evaluation meetings are made locally
with the LAM, and a yearly state of contract at a
corporate level with the customer purchase
department and general management, based on the
customer satisfaction reports and Key Performance
Indicators (KPI) reports.

EXPLANATORY MEMORANDUM

Handling of Cargo in Customs Area
Regulations, 2009 provide for a comprehensive
mechanism for handling of goods in a customs area
and set out the terms and conditions for all facilities
where customs cargo is handled. It also provides for
the conditions and responsibilities of the persons
handling import cargo in Inland Container Depot
(ICD) or Container Freight Station (CFS) or seaport
or airport or Land Customs Stations (LCS) and
provide adequate control over the cargo handling
entities to ensure that the adequate infrastructure is
set up at such facilities for efficient handling of
import goods. This also fulfils the recommendation
made by the Public Accounts Committee (2005-

2006) for the Government to formulate appropriate
provisions in this regard.

SIGNIFICANCE OF THE STUDY

The significance of this study lies in its
focus on understanding how effective cargo
handling methods impact the import and export
processes and ultimately enhance client satisfaction.
By examining the role of efficient handling
techniques, the research aims to highlight how
businesses can reduce delays, damage, and costs,
leading to improved service quality. In an
increasingly globalized market, timely and secure
cargo delivery is critical for maintaining competitive
advantage and customer trust. This study will
provide valuable insights for logistics companies to
optimize their cargo handling practices, ensuring
higher customer satisfaction and fostering long-term
business relationships. The findings will support the
development of best practices and strategies for
improving operational efficiency in the logistics and
supply chain industry.

PROBLEM IDENTIFICATION

. The research must be implementing for
cargo safety of goods and service in Seaport
Logistics Pvt Ltd, Tuticorin.

. The research find out employee opinion for
how to handling the cargo goods which ever secure
for demandable level.

. The scope of the study analyse production
and operation level of logistic and working

environment  conditions to the employee
performance.
) The study will be obtaining stock level of

cargo goods about future reference.

OBJECTIVES OF THE STUDY

Primary Objectives:

To study the proper commitment of cargo handling
service to the Seaport Logistics Pvt Ltd, Tuticorin
Secondary Objectives:

1. To analyze the current cargo handling methods
used in import processes.

2. To evaluate the impact of effective cargo
handling on the timeliness and safety of deliveries.
3. To assess how efficient cargo handling methods
contribute to customer satisfaction and loyalty.

4. To identify the key challenges faced in cargo
handling during import and export activities.

5. To recommend best practices for optimizing
cargo handling to improve overall client satisfaction
in the logistics industry.
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SCOPE OF THE STUDY

= For this analysis the present situation of cargo
handling products and the related factors are
studied.

= It is observed during research that different
ports do not provide the detailed data of cargo
handling products and productivity.

=  However, efforts were made mainly to find out
the CPA’s present position with regards to other
developed and growing ports in the region and
Thoothukudi and how difficulties and
limitations can be overcome successfully.

LIMITATIONS OF THE STUDY

= Respondents are not willing to fill the
questionnaire.

= Very often the respondent do not express their
true feelings, in such case their habit,
preference, practice, cannot be assessed
correctly.

= Some of the respondents refuse to give the
information best known to them.

= Time was a limiting factor for the study.

1. REVIEW OF LITERATURE

Singh and Sharma (2018) conducted a
comprehensive study on how cargo handling
efficiency in port terminals impacts overall client
satisfaction and operational performance. The
research emphasizes that the speed, safety, and
accuracy of cargo handling directly correlate with
customer retention rates. Poor cargo handling
practices, such as improper stowing or slow
processing, lead to delays in deliveries, resulting in
client dissatisfaction. Their study highlighted
several methods for improving handling efficiency,
including the use of real-time tracking systems,
cargo consolidation, and workforce optimization, all
contributing to better service delivery and improved
customer experiences in port logistics operations.

Jain, P., & Agarwal, M. (2019) examined
the importance of effective cargo handling for
customer satisfaction in the seaport logistics sector.
Their research demonstrated that efficient cargo
handling methods, such as the use of advanced
sorting systems and automated cranes, can reduce
delays in the loading and unloading process. These
improvements, in turn, lead to higher client
satisfaction due to faster service and reduced
operational costs. They also emphasized the need
for continuous process evaluation and the
implementation of quality control standards in cargo
handling to maintain optimal performance and
service quality, further enhancing customer loyalty.

Singh and Gupta (2020) examined the
importance of employee training in cargo handling
methods at seaports and its influence on client
satisfaction. Their study found that well-trained staff
in cargo handling processes lead to fewer mistakes,
faster processing, and more effective
communication with clients. Properly trained
workers are better equipped to deal with complex
cargo and logistics issues, ensuring timely delivery
and accuracy. This reliability has a direct impact on
customer  satisfaction. The authors further
emphasized that training programs should focus on
both technical skills and customer service, ensuring
that employees contribute to both operational
efficiency and positive customer interactions.

Kumar and Rathi (2021) examined the role
of operational efficiency in cargo handling and its
impact on client satisfaction within the seaport
logistics sector. Their study highlighted that timely
deliveries are a key determinant of customer
satisfaction, and efficient cargo handling methods
can significantly reduce delays caused by cargo
mishandling or congestion at the port. The research
proposed a model where investments in advanced
handling equipment, like robotic arms and
automated storage systems, help reduce human
error, enhance speed, and optimize warehouse
space, leading to better service quality and client
retention in the logistics industry.

Hristos Karahalios (2022) Ship operators
are developing their business in a competitive and
highly regulated industry. For ship operators is
important to utilize management systems in
reducing potential threats to shipboard crew and
cargoes carried. This paper enhances the risk
management principles in respect to financial
damages related to a ship collision. A methodology
is proposed involving a performance management
system to measure the expected costs and benefits of
a ship’s collision caused to its ship operator. As
essential parts of the research methodology, Fuzzy
Sets and Analytic Hierarchy Process (AHP) are
referred to design scorecards, which identify key
points for accident prevention on board ships.

Sharma and Verma (2023) investigated
the evolving trends in cargo handling practices at
seaports and their effect on customer satisfaction.
Their research focused on examining the integration
of sustainability and environmental considerations
in cargo handling processes. The study concluded
that clients today are not only concerned with timely
deliveries but also with environmentally responsible
logistics practices. Ports that adopt green cargo
handling techniques, such as reducing emissions
from machinery and improving waste management,
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tend to improve their client relationships. Clients are
increasingly prioritizing sustainability, and its
incorporation into cargo handling processes
positively influences satisfaction and loyalty.
1. RESEARCH METHODOLOGY
Research methodology is the process of
systematic investigation of any management
problem is deals with research design, data
collection method, sampling plan, and statistical
data.

RESEARCH DESIGN
A research design is purely and simply

the frame work of plan for a study that grids the
collection and analysis of data. The research design
would be descriptive and analytical in nature.
Sampling: Sampling may be defined as “The
selection of some part of an aggregate the basis of
which judgement or inference about the aggregate or
totalling is made.”
Sampling Techniques

The sampling technique used in this study
is “Convenience sampling,” When the population
elements for inclusion in the sample based on the
ease of access, it can be called as convenience.
Sample Size: The sample size is certified to its
nature of data collection. Data collection is based on

the primary data is 120 respondents are taken as the
sample for this study.

DATA COLLECTION METHOD

For this study, primary data and secondary
data
(a) Primary Data

Primary data was collected from this study.
The primary data was collected by questionnaires
from the consumer. In the questionnaires open
ended questions, Close ended questions, multiple
questions are used.
(b) Secondary Data

The secondary data were collection from
different source, in the current content the secondary
data was collected through Published Books,
Journals, Magazines, and Related Websites.
TOOLS FOR ANALYSIS

1. Percentage analysis
2. Correlation

3. Chi-square analysis
4, Anova

CHI-SQUARE ANALYSIS

NULL HYPOTHESIS

HO: There is no significance between the age of the
respondents and opinion for global management.
ALTERNATIVE HYPOTHESIS

H1: There is significance between the age of the
respondents and opinion for global management.

Chi-Square Tests

Value df Asymp. Sig. (2-sided)
Pearson Chi-Square 1.932E22 12 .000
Likelihood Ratio 186.216 12 .000
Linear-by-Linear Association 92.117 1 .000
N of Valid Cases 120

a. 12 cells (60.0%) have expected count less than 5. The minimum expected count is .87.

V. RESULT
Since the calculated value is greater than the table
value. So we reject the null hypothesis. There is no
significance between the age of the respondents and
opinion for global management.

V. SUGGESTIONS
Update of technology with respect to cargo
handling should be strictly practiced.
The Seaport Logistics Pvt Ltd cargo handling
procedure should be standardized and

employees should be trained accordingly to
avoid delays.

It would be desirable if the cargo complex is
provided with increased number of X-ray
machines and the staff for screening.

Advanced X-Ray machines sufficient of screen
big lots should also be installed this can reduce
the waiting time at the queue significantly. This
will reduce the high dwell time of imports
cargo.

It would be desirable if firm complex
implements e-filing of the shipping bill. This
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leads to reduce paper work and the time
involved in transactions can be reduced.

VI. CONCLUSION

Ship cargo industry is one of the sectors of
the Indian economy and has been growing since
liberalization and globalization of trade policy. But
in this globalized world, cost management and cost
reduction has become priority in international trade
to achieve competitive advantage. The present study
makes an attempt to analyse the extent of efficiency
of logistics management activities in cargo traffic in
Tuticorin because efficient management of logistics
activities in the Seaport Logistics Pvt Ltd
Tuticorin ultimately results in reduction of cost of
transportation and increase of ship cargo traffic. The
aim of the study is to suggest measures to improve
the efficiency of the present logistics management
activities followed by the international Ship cargo.
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