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Introduction

• Joost Mulder – Chairman Dutch Pilots’ Corporation / Rotterdam Pilot

• Dutch Pilots’ Corporation (NLc): public professional body

• Dutch Pilotage yearly: +/- 90k – 95k pilot trips – 450 pilots

www.loodswezen.nl



   

DUTCH PILOTAGE 2021 – 92.039 Pilot trips

Schelde – 19.869 – 161P

Rotterdam – 55.839 – 211P

Amsterdam – 12.810 – 65P

North – 3.467 – 18P
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Northwest Europe: Hamburg – Le Havre range

Dutch Pilots serving a marketshare of +/- 55%

(All Dutch Sea Ports + 27,5% of shipping traffic to the Flemish ports of Antwerpen & Gent)



  

WEF Global Competitiveness Index - Netherlands

Highly competitive environment  Pressure on pilotage in terms of availability, efficiency, transparancy

World Economic Forum - Global Competitiveness Index 2017 – 2018

2.04 Quality of port infrastructure: In your country, what is the quality (extensiveness and 
condition) of seaports (for landlocked countries, assess access to seaports) ? 

1 = extremely poor—among the worst in the world

7 = extremely good—among the best in the world

 Netherlands: # 1 out of 137
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Regulators
Ministry of Infrastructure and Water Management

• Overall regulatory system + continuity and quality of service

Authority for Consumers and Markets (ACM)
• Financial oversight & economic quality of the pilot service

Education accreditation organisation of the Netherlands and Flanders
• Initial and periodical re-accreditation of initial pilot education (MSc.)



  

• Pilots (owners) !

• Consultation parties - yearly tariff proposal & quality report
• Port authorities
• Representative maritime organisations (shippers, shipowners, port business communities)

• Harbourmasters (quality only)

• All other relevant stakeholders

Stakeholders
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Public annual report Dutch Pilots - 1
www.jaarverslagloodswezen.nl

Published in May of every year, contents:
• profile of the organisation
• governance
• mission, vision, strategy
• risk management & in-control statement
• expectations next year
• financial report
• audit report independent accountant English Summary

http://www.jaarverslagloodswezen.nl/


  

Public annual report Dutch Pilots - 2
www.jaarverslagloodswezen.nl

- Recognizable standard   : based on GRI (Global Reporting Initiative) standards

- Full financial disclosure : financial report based on statutory annual accounts

- Independent validation : audit report by accountant on all (financial) statements

http://www.jaarverslagloodswezen.nl/


  

Public annual report Dutch Pilots - 3

Consultation structure
Incidents

Risk management - Key Risks
Revenues & costs



  

Public annual report Dutch Pilots - 4

ComplaintsCO2 Footprint

On-time delivery of service
Short & long term financial position



  

Quality report Pilot Service - 1
• Annual report on quality of pilot service previous year to be submitted to ACM

• Consultation of concept quality report with the sector
• Port authorities
• Representative maritime organisations 
• Harbourmasters

 Comments sector added to the submitted report

Report structured on widely accepted SERVQUAL model



  

Quality report Pilot Service - 2
• In addition to the quality report : 2-yearly customer satisfaction survey
• Customer survey executed by independent survey company working according to 

recognizable standard of MOA (expertise centre marketing insights) 



  

Value creation model - 1
• Obligation for Dutch Pilots to explain to regulator ACM how tariff proposal contributes to 

• the efficiency, and 
• the productivity, and 
• the quality of the pilot service

• Strong focus by sector / ACM / government on efficiency & costs (pressure on tariffs)

• Strategic goal Dutch Pilots: creating mindshift away from sole focus on efficiency & costs 

 focus more towards added value = safe and smooth navigation of shipping traffic

• Value creation model: shows how organisation creates value for its customers and stakeholders



  

Value creation model - 2
International Integrated Reporting Council (IIRC)  www.integratedreporting.org

http://www.integratedreporting.org/


Value creation model - 3

Showing the added value of Dutch Pilotage: safe and smooth navigation of shipping traffic

Input Throughput Output Outcome

What ‘capitals’ are 
used by Dutch Pilots ?

What is being done
with these capitals
by Dutch Pilots 
(activities) ?

What are the
results of these 
activities ?

The impact on society 
and the value created
in the long run 
 contribution
to SDG’s (sustainable
development goals)



Value creation model - 4
Input Throughput Outcome

A future-proof, leading 
pilotage service

A pilotage service that 
strengthens the logistics 

chain

A valued discussion 
partner and advisor

Contribute to safe and smooth navigation of shipping 
traffic

Pillars

Intellectual capital
• Software & systems 
• Nautical data and knowledge
• Laws and regulations

Financial capital
• Equity
• Debt

Manufactured capital
• Fleet, pontoons, quays & jetties
• Company buildings
• Pilot support means

Human capital
• Skilled and involved pilots
• Skilled and involved employees
• Fraud risk measures

Natural capital
• Fuels and energy
• The sea
• Maintenance materials

Social capital
• Dialogue with stakeholders
• Code of conduct and pilot oath
• Customer/employee satisfaction surveys

Mission: Dutch Maritime Pilots’ Organisation is an independent,
reliable, high-quality partner in the logistics chain for the safe
and smooth pilotage of seagoing vessels from, to and through
the Dutch seaports and Flemish ports on the Scheldt

PROFESSIONAL 
ORGANISATION

COMPANY 
ORGANISATION

Output

Committed and 
satisfied 
stakeholders

Committed and 
satisfied pilots and 
employees

Safe and smooth 
shipping traffic

Future-proof pilots’ 
organisation

Educated 
registered pilots

Nautical knowledge 
sharing and chain 
optimization

Sustainable 
operation

Transparent 
business 
operations

Pilotage of 
seagoing vessels

24/7

Stakeholders
PORT SECTOR

PUBLIC ACTORS

COOPERATING 
PILOTS ORGANIZATIONS

INTERNAL

SOCIAL



Value creation model - 5

 Dutch Pilots as a part of the maritime logistical chain

 Safe and smooth navigation of shipping traffic

 24/7 availability and continuity of the pilot service
PRODUCTIVITY

QUALITY

EFFICIENCY

Quality, efficiency and productivity in the whole maritime logistical chain comes
first; this before quality, efficiency and productivity of the Dutch Pilots

Quality of the pilot service as expressed in terms of safe and smooth navigation
of shipping traffic comes before efficiency and productivity

Efficiency and productivity in delivery of the pilot service cannot deminish the
24/7 availability (short term) or the continuity of the pilot service (long term)

Quality above efficiency and productivity !



ISPO 
ISPO: International Standard for Pilot Organisations  

- Voluntary quality management system by and for pilot organisations

- Related to ISO 9001 - recognizable standard to the outside world

- Independent certification by classification society

www.ispo-standard.com

http://www.ispo-standard.com/


  

Communication - social media & website
Linkedin, Facebook, Instagram, Twitter, Youtube, corporate website, ….

3 days: > 15.000 views…

https://www.youtube.com/watch?v=4W8xD3S-oOg
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Continuous improvement
• Incorporation of quality report into the public annual report

• Expanding on KPI’s (Key Performance Indicators) in the public annual report

• Renewal overall communication strategy Loodswezen + yearly action plan

• Expansion of quality consultation sessions with sector

• ….
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Questions?

Thank you for your attention

Connecting to regulators and stakeholders – Dutch Pilots - IMPA conference 2022 Cancun, Mexico 

www.loodswezen.nl

http://www.loodswezen.nl/
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