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The Effect of the Safety Quality System and
Competence of a Safety Quality Manager of Ship
Management Companies on Ship’ s Safety Operation
and
Customer Satisfaction

Jung, Young Min

Department of Shipping and Port Logistics
Graduate School of Global Logistics

Korea Maritime & Ocean University
Abstract

The role of ship management companies has been diversified as
the need for specialization of ship management has increased due
to the entry into force of new international conventions and
strengthening of related regulations in the shipping industry. In
addition, the construction of a safety management system for
shipping companies to prevent marine safety accidents by ships
and systematic ship management through this are required.
Therefore, the safety quality management system has become one of
the important factors in determining the service quality of ship

management companies.

In addition to the International Safety Management Code (ISM
Code), which is compulsory for the operation of ships, ship
management companies are trying to establish a better safety
quality system by reflecting the introduction and certification

- viii -
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of various ISO management systems, such as quality, environment,
safety and health, and furthermore, the self-assessment programme
and evaluation requirements for shipping companies by their
shippers. As a result, the competence and roles of human
resources in charge of the safety quality system of ship
management companies are becoming diversifying.

This study analyzes the impact of the ship management company's
excellent safety quality system and the competence of the safety
quality manager who is building and implementing it actually have
an effect on securing the safe operation of ships and
furthermore, to what extent 1t affects the improvement of
customer satisfaction. Then, I would like to suggest the
management direction for securing the safe operation of ships,
which is the ultimate goal of a ship management company, and for
improvement of customer satisfaction through this.

For this study, an empirical study was conducted by
constructing a questionnaire based on the factors of each
variable extracted through literature research, including the
preceding papers, and multiple regression analysis and analysis
of variance of SPSS were conducted for statistical processing of
the collected questionnaires to identify that level of the safety
quality system may vary depending on the vessel management scale,
the number of safety management personnel, and types of
management vessel, and the following results were obtained.

First, 1t shows that the ship management company's safety
quality system has reduced ship’ s safety operation indicators,
including ship's operational loss, accidents, non—conformities
related to ship operation, violation of regulations, and PSC
deficiencies. And safety quality system has been shows to be able
to improve the level by increasing the number of ship management
and securing safety management personnel.

Second, 1t shows that the safety quality system of a ship

_ix_
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management company has played a positive role 1in customer
satisfaction by meeting their expectations, such as ship
management, competence of human resources, abilities to respond
to emergency situations, and business feedback.

Third, it shows that the competence of the safety quality
manager of ship management companies has reduced ship’ s safety
operation indicators, including ship's operational loss,
accidents, non-conformities related to ship operation, violation
of regulations, and PSC deficiencies.

Fourth, 1t shows that the competence of a safety quality
manager of ship management companies has played a positive role
in customer satisfaction by meeting their expectations, such as
ship management, competence of human resources, abilities to
respond to emergency situations, and business feedback.

Fifth, 1t shows that ship's operational loss, accidents,
non-conformities related to ship operation, violation of
regulations, and PSC deficiencies has had negative effects on the
satisfaction of customers who have entrusted their ship

management to ship management companies.
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4) TMSA(Tanker Management and Self Assessment)
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TMSAE= @7 @AY FAAYA RS FHA7I7] A7 Bxo=z F 1970
Element(&op), 260a371¢] KPI(Key Performance Indicators, QA AR )= T
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<E 2-10> TMSA &oF 2 Fo A%
Hof A7) 3%
1 Management, Leadership and Accountability 12
1A Developing and Maintaining a Safety Management 13
System
2 Recruitment and Management of Shore-Based 13
3 Recruitment and Management of Vessel Personnel 19
3A | Wellbeing of Vessel Personnel 15
4 Vessel Reliability and Maintenance 17
4A | Vessel Reliability and Maintenance(Critical Equipment) 9
5 Navigational Safety 15
6 Cargo, Ballast, Tank Cleaning and Bunkering Operations 15
6A | Mooring and Anchoring Operations 16
7 Management of Change 14
8 Incident Reporting, Investigation and Analysis 16
9 Safety Management - Shore-Based Monitoring 15
9A | Safety Management - Fleet Monitoring 11
10 | Environmental and Energy Management 15
11 | Emergency Preparedness and Contingency Planning 16
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