


Niche
1. A recess in a wall, as for holding a statue or urn
2. A cranny, follow or crevice, as in rock.
3. a)A situation or activity specially suited to a 

person’s interests, abilities,or nature.
b)A special area of demand for a product or service.

4. a)The function or position of an organization or 
population within a ecological community.
b)The particular area with the habitat occupied by 
an organism.

From the American Heritage Dictionary of the English Language



Niche

“A special area of demand for 
a product or service.”



Is Hampton Roads a niche port 
for containers?

Portsmouth Marine Terminal



Small ports are not necessarily niche ports – they’re just small 
compared to whatever standard you happen to be applying.

Port Canaveral’s FY 04 operating revenues were $42,568,943.  
Its operating income was $13,058,776 or 31%.  

Maybe Port Canaveral is a large port.



Strategic Plan

Determine what the challenges are. 
Then refine until you reach the point 

you have challenges you can act 
upon.



Port Canaveral

Overview

World-class cruise, Brevard-county class
cargo, overwhelming tenant issues.



1. How to stay a world-class cruise port 
and, in fact, grow.



2. How to grow cargo when cargo is so 
overshadowed by cruise in terms of revenue 
generation and return on investment.



3. How to manage a small city of tenants 
ranging from restaurants and marinas to 
lawyers, doctors and hair stylists.



I. How to stay a world-class cruise 
port, and, in fact, grow?



• Make Port Canaveral a port of choice 
for travelers.

• Create a world-class experience for 
cruisers before and after their cruise.



Make Port Canaveral a port of choice 
for cruise lines.



Create an organizational structure that 
empowers employees to meet the 

needs of the cruise lines.

Service, Service, Service



Look for a different skill set for cruise 
than cargo.



Understand that corporations have 
personalities, and they’re all different.



II. How to grow Cargo



Don’t discount culture and tradition 
as a cause for ...

no growth, slow growth, peculiar strategies.



Give me a rifle, you keep the 
shotgun.

Smaller ports are different in one way – they 
have fewer “human” resources so…

efforts must be focused.



Do what you do well.

Yes
Yes, but…

•



III. How to manage a small city of 
200 tenants and subtenants.

Answer: Form a Tenant Relations 
Department.



IV.  Tools that reach across the goals.

1. Branding
2. Customer Service
3. Advertising



BRANDING

Branding, again!



BRANDING
Branding

Name, term, sign, symbol or design, or 
any combination of them which is 
intended to identify the goods and 
services of one seller or group of sellers 
and to differentiate them from those of 
competitors.

Philip Kotler



BRANDING

“Brand – the total experience 
associated with the purchase 
and the role of the product in 
the lifestyle of the user.”

The Infinite Asset
(Hill, Lederer)



BRANDING
Why Branding?

• A Brand tells the consumer that they can have 
confidence in their decision to buy based on the 
brand – no independent support or confirmation is 
necessary.



BRANDING

• A Brand consumers into the experience, 
the aura of the brand, those who might 
not ordinarily be interested.

• A Brand can support the loyal customer 
base, especially one for which quality of 
the experience is more important than 
price.



Port Canaveral as a symbol 
today means (pick one)

• One of the world’s largest cruise ports
• Part of NASA
• The closest port to Orlando



• A navy base (there is a Trident 
submarine basin)



• A small fishing port through which Space         
Shuttle boosters are towed



Port Canaveral as a symbol 
today means (pick one)

• The home port of Disney Cruise Line
• Florida’s Fun Port, with a beach, boat ramps.
• All sorts of recreation



Port Canaveral as a brand 
should be -

• One of the world’s largest cruise ports 
and an increasingly important cargo 
port.

• The closest port to the booming Central 
Florida region.

• Perhaps the most easily accessible and 
physically beautiful port in the US.



Huh?



CUSTOMER SERVICE

Who’s the customer?

• At the macro level, it’s the cruise or 
ship line.

• On a micro level, it’s cruise 
passengers, shippers, ship agents, 
and the public.



CUSTOMER SERVICE
• Your parking attendants have the distinct 

ability to “poison” a traveler’s cruise before 
they even set foot on the ship.

• Your harbormaster (we call them Port 
Operations Managers) can “poison” a call by a 
cargo vessel before the first bundle is loaded 
or unloaded.

• Our own internal analysis shows to no one’s 
surprise, that most problems arise from 
attitude (which is either a hiring or training 
issue) or communication or lack thereof 
(which is either an attitude or structural issue).



CUSTOMER SERVICE

“We get Pixie Dust 
Training.”



CUSTOMER SERVICE

Payne’s Pointers

• Customer Service issues cannot be 
allowed to fester.

• The customer is not always right.



ADVERTISING

1. The medium – is it right for your target 
audience?

2. The message (the ad) – Is it right for 
your target audience?

3. What is your target audience?



ADVERTISING
Targeted Advertising

• “Easy In, Easy Out”
(soon to be released)



Short Sea Shipping
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