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Abstract

The maritime transport industry is one of the economic infrastructures of every country and
one of the main pillars of international trade development. The purpose of this research is to
identify the nature and dimensions of customer experience management in the maritime
transport industry based on the customer journey approach. For this purpose, considering the
theoretical gap regarding the subject of the research, the qualitative approach of foundational
data theorizing has been used. The data was collected through in-depth semi-structured
interviews with the executive directors of the manufacturing, trading and shipping companies
that use the container line of the Islamic Republic Shipping Company to carry export and
import cargoes. Sampling was done in a purposeful and theoretical manner and after
conducting 22 interviews, theoretical adequacy was achieved. The results of data coding and
analysis show that the dimensions of customer experience management in the marine
transportation industry include the quality of marine transportation, the quality of the
performance of container terminals in ports, the quality of the performance of the sales force
and customer services, the quality of providing online services and the quality of agency
performance. is Based on the results of the research, the customer experience has been
categorized into three stages before sea transportation, during sea transportation, and after sea
transportation, and the customer's contact points with the organization and the characteristics
and challenges faced by customers in each stage have been examined and discussed. .
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