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Quality systems in pilotage services
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Where do I Work?
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Port of Sines
(Atlantic Gateway to Europe)

▪ Deepwater port (-28 m)

▪ Open sea port, with no maneuvering restrictions

▪ Rocky bottoms with no need for dredging

▪ Able to receive the largest vessels in the world

▪ Up to 350 000 dwt / 20 000 TEU +

▪ Specialized terminals handling all types of cargoes

▪ No urban constraints, with expansion capacity in all 

terminals
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Why is this so important?

• We do not “own” the pilotage service

• We work for the Port Authority

• Lumpsum wage depending on our experience (years) 
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So, do we really need to have a Quality
System?
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Why?

• It’s good for our own internal control of the operation

• It’s seen by the outside world as a guarantee of service quality 

• Makes compulsory:
• Internal audits

• External audits

• Training 

• System revision 

• Assessment and evaluation from our stakeholders

• Continuous improvement
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Quality Systems

• ISPO - International Standard for Maritime Pilot Organizations

• ISO - International Organization for Standardization

• OSHAS - Occupational Health and Safety Assessment Series (BS 
OSHAS 18001 can migrate to ISO 45001 by March 2021)

• “Private” management systems
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Our Experience
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• ISM

• EMPA GM & IMPA Congress

• Quality Management Systems

• Training
• ETCS - Education, Training and Certifications Standards

• Visit to Brabo (Belgium)



Our Experience
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Our Experience
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• BoD took the decision in September 2003 to start the Port 
Certification process… 
• Pilotage

• Ship movement

• Quality Department - 2 persons

• External consultancy



Our Experience
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Frustration, arguments, difficulties in explaining our job



Our Experience
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Keep It Simple Stupid



Our Experience

• PDAC – (Deming circle/cycle/wheel)
• Plan

• Do 

• Act

• Check

11/09/2019 Miguel Vieira de Castro 



Our Experience

• Watch what your colleagues do

• Write down the procedure

• Bring the auditors with you

• Make sure it’s OK (simple and real)

• Take it to your colleagues

• Involve!!!
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Our Experience
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REGISTO DE MANOBRA 

MANOEUVRE RECORD 
PLTFR aa.nnn 

 

ADMINISTRAÇÃO DO PORTO DE SINES, S. A. 
O presente documento é propriedade da APS, que mantém a sua reserva nos termos da lei. 
This document is APS property and is reserved under law stated terms. 
 

ML070R5_1.2 

1. - Nomeação 
O Piloto: ____________________________________________________foi nomeado para o seguinte serviço:  
The Pilot                                                                                                                                      has been nominated to the following service: 

Serviço a efectuar / Service to realize 

Nome Navio 
Ship’s Name 

Manobra 
Manoeuvre 

Dia 
Day 

Hora 
Hour 

De / From Para / To 

 E M S     

 

2. - Lista de verificações / Controlo 
        Check list / Control 

Características do navio / Ship’s characteristics   Condições meteorológicas / Weather forecast  

 

Pilot Card: Verificado   Outros Documentos: N.A.  Verificado    

 (Checked)      (Checked)    

 

Evidência de Riscos de Segurança e Ambientais / Sim  Não   

Evidence of Safety and Environmental Risks             (Yes)          (No) 

 
3. – Manobra (Manoeuvre) 

 

 

POB /    Inicio de Manobra /   

Pilot on board (Hora / Hour)  Started manoeuvring (Hora / Hour) 

1.º Cabo     Largou / Atracou    

First line ashore (Hora / Hour)  All Clear / All Fast (Hora / Hour) 

Fim de Manobra /    DOP /   

Completed manoeuvring (Hora / Hour)  Dropping out Pilot (Hora / Hour) 

 
 

O Comandante  

The Master  

 
 

4. - Relatório do Piloto / Pilot’s Report 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 Assinatura do Piloto  PLT  

 (Pilot’s signature)  (Verificado / Checked)  

 
Data (Date) 

 
Data (Date) 
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Timeframe

• December 5th, 2005 - Lloyd’s Register NP EN ISO 9001:2000 - QMS
• Pilotage

• Ship movement

• May 13th, 2008 - Lloyd’s Register NP EN ISO 14001:2004 e OHSAS 
18001:1999 – Environment and health & safety

• 2012
• ZAL – Zona de Actividades Logísticas

• Porto de Recreio
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Timeframe

• 2013, Lloyd’s Register - ISO/IEC 27001:2005  - Information Safety 
Management 
• JUP - Janela Única Portuária no Porto de Sines (Port of Sines Single Window)

• Ship & Cargo documentation

• Ship clearance

• Manoeuvering booking

• Time sheets, resources

• Etc.
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Timeframe

• 2015 – Faro & Portimão, Lloyd’s Register - ISO/IEC 27001:2005 -
Information Safety Management
• Ship & Cargo movement (JUP)

• 2015 – Sines, Lloyd’s Register - ISO/IEC 27001:2005  - Information 
Safety Management
• Train movement (Customs) – TXXI – JUL - Janela Única Logística

• 2016 – Faro & Portimão, Lloyd’s Register - NP EN ISO 9001:2008
• Ship movement
• Pilotage
• Tugs & mooring
• Concessions
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Continuous improvement

• “Listening” to the stakeholders 
• GT 2

• Improve the service

• Quality targets

• Fórum Simplificação procedimentos

• Easier pilot booking

• Invoicing

• External assessment – Questionnaires

• Internal assessment

• Better communication with our main “client”
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Continuous improvement
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Costs
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• Initial – 10 000 €

• Renewal – 3 500 (5 years)

• Annual – 2 400 €



Conclusions

• Yes!!! We need to have quality management systems

• Continuous improvement
• Cost reduction

• Improve efficiency

• Service quality 

• Assurance of quality service to our clients

• Improve our image towards our stakeholders (incl. Regulators and 
Authorities)

• Identification with the stakeholders
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Muchas Gracias

miguel.castro@portodesines.pt

+ 351 91 927 51 75
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