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Abstract:
The container shipping industry is facing fierce competition and challenges from the environmental impact. While a body of literature has addressed the
importance of customer satisfaction and loyalty in a particular industry, it seems relative few prior researches examined the impact of marketing
competency on customer satisfaction and customer loyalty in the container shipping service context. The concept of competency has been widely
emphasized in the strategic management. Drawing on the resource-based view (RBV), this study empirically examines critical resources and capabilities,
and its influence on customer satisfaction and customer loyalty in the container shipping services. Structural equation modelling (SEM) was conducted
using survey data collected from 178 container shipping companies, shipping agencies and forwarders. Results indicated that marketing competence
positively influenced customer satisfaction, whereas customer satisfaction positively influenced on customer loyalty. The research finding also indicate that
customer satisfaction played a mediating role in the relationship between marketing competence and customer loyalty. However, the direct influence of
marketing competence on customer loyalty was not evidenced in this study. The theoretical and managerial implications of the research findings for
container shipping services are discussed.
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