MANAGEMENT OF PIONEER EASY BUSES LIMITED AND PERFORMANCE OF

PUBLIC TRANSPORT IN KAMPALA CAPITAL CITY AUTHORITY

Submitted by:

KWIZERA KENETH

2013-B0O21-10208

A DISSERTATION SUBMITTED TO THE FACULTY OF BUSINESS
ADMINISTRATION AND MANAGEMENT IN PARTIAL FULFILLMENT
OF THE REQUIREMENTS FOR THE AWARD OF BACHELOR’S
DEGREE IN BUSINESS ADMINISTRATION AND MANAGEMENT

OF UGANDA MARTYRS UNIVERSITY

May, 2016



DEDICATION

This dissertation is dedicated to my entire family, especially my parents, my siblings and to

my most treasured friends.

Special thanks to my supervisor Moses Kibrai for enabling me write this research, it would

not have been possible without your help.

May God bless you abundantly.



ACKNOWLEDGEMENT

I would like to express my sincere gratitude to all those who helped me throughout my
research period. I would first of all like to thank Mr. Moses Kibrai, my supervisor for his
patience, guidance and continuous encouragement. | would also like to thank all the Lecturers
of the B.BAM program at Uganda Martyrs University for the support rendered to enable me

to complete my degree successfully.

My sincere thanks also go to Management of Pioneer Easy Buses Limited for allowing me
use their company as a case study. My thanks also go to the passengers for their cooperation

and provision of information.

| thank my family, Faustine, Joseph, Moses, Denis, Caroline for both financial and technical
support and encouragement during this study not forgetting the friends like Dinah, Anthony,

Marion, Sr. Betty, Br. Byaruhanga, Bakar.

May God Bless you all



TABLE OF CONTENTS

CHAPTER ONE

GENERAL INTRODUCTION

1.0 INEFOGUCTION ...ttt n e 1
1.1 Background t0 the STUAY........cceiueiiiii e 2
1.2 Problem statement of the StUAY ........ccooveiieiiic e 4
1.3 Broad objective of the StUAY.........cccveiiiieiicec e 5
1.4 Specific objectives 0f the STUAY..........cccoveiieiiic e 5
1.5 RESEAICN QUESTIONS ...ttt ettt st ettt e e e sna e re e eneenne e 6
1.6 SCOPE OF the STUAY ...t 6

1.6.1 GeographiCal SCOPE. .......cuiieieieie ittt 6

1.6.2 SUDJECE SCOPE ...ttt ettt bbb 6

1.6.3 THIMIE SCOPE. ...ttt ettt b bbbttt e bbbttt ne s 7
1.7 Significance OF the STUAY ........coeiiiiiiii e 7
1.8 Justification OF the STUY ........ccoiiiiiiiiiee e 8
1.9 Conceptual Trame WOTK .......cc.oiviiiiiiii it 9

CHAPTER TWO

LITERATURE REVIEW

2.0 INEFOAUCTION ...ttt bbbt 11
2.1 BUSINESS SEIVICES. ....cvieeiietiitetete ettt skttt sk bbbt b bttt b e b b n s e 11
2.1.1 BOOKING SYSTEIM ...ttt ettt et sra e te e reenae e 14
2.1.2 TIME MANAGEMENT ......oiiviiieeie ettt ettt ste e s e st e e be e e sreesreenneareeee e 18
2.1.3 SEIVICES QUATTTY.....cueeiiiieiesie et 22
2.2 Performance of public transSPOrt..........cooiiiiiiiiiiee e 26
2.2.1 Customer satisfaction publiC tranSPOrt ............cccoviiiiinieieee e, 29
2.2.2 Efficiency of publiC tranSPOrt.........ccooviiiiiiiieie e 32
2.2.3 Cost effectiveness in publiC tranSPOrt..........coooveiirinenieieee e, 36

Vv



2.3 Review of literature based on the study objective performance of public transport......39

2.3.1 Booking system and performance of public transport..........c.cccceveveiieiicce e, 41

2.3.2 Time management and performance of public transport.........cccccccecevveieiieieenenn, 43

2.3.3 Service quality and performance of public transport............cccccevviveicce e, 45
CHAPTER THREE

RESEARCH METHODOLOGY

3.0 INEFOUUCTION ..ttt bbbt 49
3.1 RESEAICH GESIGN ...ttt bbb 49
3.2 STUAY POPUIALION ...ttt b et 50
3.3 AR OF STUAY ...ttt bbbt 50
I ST 1001 0] LY OSSPSR 50
3.5 SaMPIING LECNNTGUES .....veeveeieieiie ettt et e e ra e sre e reenne e 50
3.6 DALA SOUICE ...ttt bbb 50
3.7 Methods of data CONECTION .......c.ocuiiiiiciiic e 51
3.8 Data analysis and presentation ..........ccccoceieeiierie i 51
3.9 QUANILY CONLIOL.....ceeceeee et re e 52
3.10 Measurements OF Variables............ccoiiiiiiiiiie e 53
3.11 Ethical CONSIABIALIONS .....c.eeuieiiiieieiie ittt 53
3.12 StUAY HMITALIONS ... bbb 54

CHAPTER FOUR

PRESENTATION OF RESULTS AND DISCUSSION OF FINDINGS

4.0 INTFOAUCTION ...ttt b et b et 56
4.1 SaMPIE ChAraCTEIISTICS ... ..vi et 56
4.2 BOOKING SYSTEIM ...ttt bbbttt bbbt 58
4.2.1 Pioneer Easy Buses Limited have a booking System ............cccccceevieieiiiccie e, 58
4.2.2 The booking system is effiCient............ccoooiiiiii i 59
4.2.3 The booking system is effeCtiVe ........cccccvviiiiii i 59

Vi



4.2.4 The booking SYStem IS CONVENIENT.........cccveiieieiieieeie e 60

4.2.5 The booking system needs to be changed ..........cccccevvvieviiic e 60
4.3 TIME MANAGEIMENT .......iiiiiiieete ettt e e et e e ste e e e reenbeasaesraesreeseeaneenneens 61
4.3.1 Pioneer Easy Buses Limited have atime table............ccccoveveieii i, 61
4.3.2 Pioneer Easy Buses Limited have a fixed departure time ...........ccccovvenininniniennn. 61
4.3.3 Pioneer Easy Buses Limited have a fixed arrival time...........ccccoovvvveiiniinieneennnnn, 62
4.3.4 Pioneer Easy Buses Limited Keep time ..o 62
4.4 SEIVICE QUAITEY ...ceeeeieeeeieei et 63
4.4.1 Pioneer Easy Buses Limited seats of customers are spaced...........ccocooeevvrvrinnene. 63
4.4.2 Pioneer Easy Buses Limited cleanliness is the Dest ..., 64
4.4.3 Pioneer Easy Buses Limited has comfortable seats in their buses.............c.c........ 64
4.4.4 Pioneer Easy Buses Limited stop in the designated places of customers................ 64
4.4.5 Pioneer Easy Buses Limited have first aid Kits in the buses ...........cccocevveieiienen, 65
4.4.6 Pioneer Easy Buses Limited care for CUStOMErS .........cccevveveeieeiicie e, 65
4.4.7 Pioneer Easy Buses Limited have safety measures for incase of an accident......... 66
4.5 CUStOMEr SALISTACTION .......oviiiitiicicte e 66
4.5.1 Pioneer Easy Buses Limited repeat CUSTOMENS .........cceveeviveiiiiieiece e 66
4.5.2 Customers increase on a daily DaSES...........ccoeriiiiiiiiiiiicc e 67
4.5.3 Customers inVite Others after USE..........covviiiiiiiiie e 67
4.5.4 Pioneer Easy Buses Limited has affordable public transport............c.ccoovviiienne. 67
4.6 ETTECTIVENESS ... .ottt bbbttt ettt 68
4.6.1 Pioneer Easy Buses Limited recognize the needs of the poor...........cccocvvvvienennn. 68
4.6.2 Pioneer Easy Buses Limited recognize special Nneeds group ........ccccoeevereresenennne. 69
4.6.3 Pioneer Easy Buses Limited increase mobility and accessibility............ccccoovenne. 69
A7 EFFICIEBNCY .ooeiiiiie ettt ettt e e b et e et e e e be e nat e e teeanre s 70
4.7.1 Pioneer Easy Buses Limited have affordable costs...........ccccoeviiiiiiiiiiiicccc, 70
4.7.2 Pioneer Easy Buses Limited are Safe.........cccocvveiiiiiiiiic i 70

vii



4.7.3 Pioneer Easy Buses Limited are cONVENIENt t0 USE .......cccvvererieerieeieneereenieseeneeas 71

4.7.4 Pioneer Easy Buses Limited are fast ..........ccccccevieveeii i 71
4.7.5 Pioneer Easy Buses Limited are reliable ..........ccccooveviiieiieie e, 72
4.8 COrrelation ANAIYSIS........ciiveiieiie ittt ra e re e reenre e 72
4.8.1 Booking system and PerformMance ...........ccooererereneninesieiee e 73
4.8.2 Time management and PerfOrmManCe ..........cccereieiiierinieieiee e 73
4.8.3 Service quality and performance of public transport............ccccoevvniiininieneenn, 74

CHAPTER FIVE

SUMMARY, CONCLUSIONS AND RECOMMENDATIONS

5.0 INEFOUUCTION ...ttt b et eb et 75
5.1 SUMMArY Of FINAINGS ...cveiieiice e 75
5.1.1 Booking system and performance of public transport............ccccccveveiiiiicieieeneen, 75
5.1.2 Time management and performance of public transport............cccccccevveiieiciienenn, 75
5.1.3 Service quality and performance of public transport............c.ccccoovveviiiiiicicceeen, 76
5.2 Conclusions 0N the fINAINGS .......cc.vieiiii e 76
5.3 RECOMMENUALIONS ...ttt 76
5.4 Suggested areas for further reSEarch ..o, 77

REFERENCES

APPENDICES
APPENDIX I: RESEARCH QUESTIONNAIRE.......coooiiiiieeie e 82
APPENDIX I1: INTRODUCTORY LETTER ...cctiiiiiiiieeeee e 85
APPENDIX I1I: THE LETTER TO PIONEER EASY BUSES LIMITED..........cccccveien. 86
APPENDIX IV: KREJCIE AND MORGAN TABLES ... 87
APPENDIX V: TABLES FROM SPSS ...ttt 88
APPENDIX VI IMAPS L.ttt 94

viii



LIST OF TABLES

Table 4.1: SexX Of the reSPONAENTS ........oiiiiiiiii e 56
Table 4.2: Descriptive statistics of age group of reSpondent...........cccccvvereieninienenicieee, 57
Table 4.3: EAUCALION TEVEL .........cooiieiiiec e 57
Table 4.4: Duration of using Pioneer Easy Buses LIMited...........c.ccccovevevierivevesiie s, 58
Table 4.5: The BOOKING SYSIEIM ......c.viiiieie ettt enneas 58
Table 4.6: TIMe ManNAQEMENT.........ccciiiieiieie et e e ste e s e e sreeeesneenreas 61
Table 4.7: SErvice QUANITY .......ccviiieiice et nneas 63
Table 4.8: CuStomer SAtISTACTION..........oiviiiiiiiree e 66
Table 4.9: EFTECHIVENESS ..o bbbt 68
Table 4.10: EFFICIENCY ..ot bbbt 70
Table 4.11: Correlation between Business services and performance of public transport...... 72



LIST OF FIGURES

Figure 1: Conceptual frame work



LIST OF ACRONYMS

AVL Automatic Vehicle and Location

DACCA Driver and Conductors Central Association
EU European Union

KCCA Kampala Capital City Authority

NOTU National of Organization of Trade Unions
PPP Public Private Partnership

UACE Uganda Certificate of Education

UBOS Uganda Bureau of Statistics

UCE Uganda Certificate of Education

UK United Kingdom

UTODA Uganda Taxi Operators and Drivers Association

Xi



ABSTRACT

This study sought to establish the effect of management of Pioneer Easy Buses Limited on
performance of public transport in Kampala Capital City Authority. The research was guided
by the three objectives: To find out the relationship between booking system in Pioneer Easy
Buses Limited and performance of public transport in Kampala Capital City Authority, to
find out the relationship between time management of Pioneer Easy Buses Limited and
performance of public transport in Kampala Capital City Authority, to find out the
relationship between services offered in Pioneer Easy Buses Limited and performance of

public transport in Kampala Capital City Authority.

Case study research design was adopted, using quantitative approaches with the help of a
questionnaire which helped the researcher to collect data which was later analyzed using
SPSS version 16. A sample of thirty (30) respondents filled in the questionnaire for the study

and they were all passengers.

The findings revealed that public transport system have no booking system, but they keep
time, they have no fixed time of arrival and departure though time is kept, as regards the
application service side customers are repeated, increase in passengers on daily basis,
services are affordable, and recognize the needs of the poor and requirements of special
needs. Some of the recommendations proposed include, the need to establish a booking
system, put in place departure and arrival schedules to convenient of customer because most
of people usually want to reach in time like students, business people. Pioneer Easy Buses
Limited should services by interacting with people asking them their destinations, what

people want and the importance.

Xii



CHAPTER ONE

GENERAL INTRODUCTION

1.0 Introduction

This study was centered on the relationship between management of Pioneer Easy Buses
Limited and performance of public transport in Kampala Capital City Authority. It sought to
establish the role of Pioneer Easy Buses Limited and its performance in Kampala Capital City

Authority. Public transport is an essential tool towards the development of the city.

According to Mohan (2015), transport systems and city character are interlinked. Land use
characteristics of a city can determine the type of transport system it needs, and once a
transport system is put in place, it influences land use characteristics of the city over time.
Therefore, the type of public transport system you want in a city will depend on the vision
you have for the future of your city. If an economically vital large central business district
exists, it can become the main centre for both employment and retail, and thus contribute to
the success of an urban bus system because it can generate and attract trips onto the system
(Mohan, 2015). If you want your city to develop as a dense congested city with a large
proportion of high-rise buildings and one very large central business district, then you should
think of introducing very high capacity transport systems that can carry more than 40,000

people per hour per direction. This can usually be done by use of buses.

According to Litman (2011), high quality bus systems, called Bus Rapid Transit (BRT) can
attract high ridership and stimulate transit oriented development (Hidalgo and Carrigan,
2010). Bus advocates argue that bus service is cheaper and more flexible, that buses can be
designed to be nearly as fast and comfortable as rail, and that much of the preference for rail

reflects prejudices rather than real advantages (Hensher 2007; Cain et al. 2009). Bus transit



can serve a greater area, and so can attract greater total ridership than rail with comparable
resources, particularly in areas with dispersed destinations. It is argued that rail investments
(which tend to benefit higher income people) drain funding from bus service (which tends to
benefit lower income, transit dependent people), and so are inequitable, although this is not
true if rail projects receive special funding that increases total transit budgets, and some rail

lines carry large numbers of lower income riders.

According to Vuchic (1981), public transport is a passenger transport service which is
available for use by the general public as a distinct mode. Transport advanced modes include
buses, taxis, trains, ferries, airlines. There are distinct differences in urban public transport. In
Kampala, the main public transport is by road which is used by most of the people such as
business people, tourists and shoppers. Therefore this research will help to bridge the gaps in

knowledge of public transport.

In this section, key issues addressed include; background of the study, statement of the
problem, objectives of the study, research questions, scope of the study, significance of the

study, justification of the study and the conceptual framework.

1.1 Background to the study

According to Neff and Dickens (2013), public transportation in the United States is a crucial
part of the solution to the nation’s economic, energy, and environmental challenges helping
to bring a better quality of life. Increasing numbers people are using public transportation and
local communities are expanding public transit services. Every segment of American society

individuals, families, communities, and businesses benefits from public transportation.

In addition “Public transport in Hong Kong is dominant for passenger movements, and by

international standards is fast, efficient, cheap to use and comfortable. Transport services are



provided by the bus corporations and private sector, and they operate profitably. Government
is responsible for the co-ordination of the different modes, and has been successful in
regulating the system. Public transport is any form of transport that charge set fares, run fixed
routes and is available to the public in form of buses, subways, ferries, taxis, trains and

passenger planes.” (Trade and Industry Department, 2015).

According to Uganda Travel Planner report (2013), there has been increased prosperity which
is significantly led to an increase in the number of vehicles on the road. The most dramatic
increase has been seen in mini bus taxes. Taxis are the most popular mode of transport, they
go everywhere and they carry up to fourteen passengers. Usually white Toyota mini buses are
with checked blue horizontally around the body (Transport Trip Advisor, 2013). Uganda has
a unique transport system which controlled by Ministry of Works and Transport of the
republic of Uganda. In most countries, public transport is between government and the
private sector to ensure accountability of service provision. This is take to be more than a
mere business venture, but a service offered on the common good principle often enjoying
subsidized fuel, terminals, tax holidays to keep rates low, but in Uganda it is an expensive

venture.

According to Stewart (2012), in order to appreciate the present public transport, a historical
analysis in Uganda is necessary. At first Uganda was dominated by buses as the public
transport in Kampala using operating time table and pre fixed stages but later on towards
independence taxis were oriented in the business and eventually this marked the beginning of
taxis, public transport should be run under the auspices of PPP (Private Public Partnership).
You cannot subject public transport to full private ownership or market price because service
providers will pass this cost to an end user who will suffer high costs (Musand, 2012). Private

companies alone cannot solve public transport problems in Kampala. Government will have



to get involved both as a regulator in terms of putting in place policies to oversee public

transport and support private companies as well.

Furthermore since government left the public transport services in the private hands who aim
at profit making, transport service projects that seek to make transport cheaper and more
accessible have closed because it tends not to make business sense. Development and
management of public road transport are prerequisites for rapid economic growth and poverty
reduction as they influence production costs, employment creation access to markets and

investment (John, 2013).

Public transport is important and much needed in Kampala Capital City Authority. This study
set out to show what the management of Pioneer Easy Buses Limited can contribute to public

transport in Kampala Capital City Authority.

1.2 Problem statement of the study

Despite the fact that there are other bus companies, an experiment was attempted by (KCCA)
in 2012 to decongest the roads by allowing the transit buses owned by a private company
venture. This arrangement created a semblance of order on the Kampala roads. The fixed
rates, defined stopovers and automated doors and automated payment systems of the Pioneer
Easy Buses Limited experiment were a refreshing encounter for many commuters in
Kampala. But accumulated taxes and high banking interest rates from which the buses were
acquired, put the Pioneer Easy Buses Limited transit buses out of business 12 months later

(National Academies, 2012).

According to Public report (2010), the problem is that there are so many taxis on Kampala’s
narrow roads and that volume is growing every day causing congestion, accidents. There is

no fixed fare and No operation time tables, fully loading the minibuses prior to departing



from the taxi parks causes’ difficulty to those intending to get in at other designated stops,
even at locations near the taxi parks. Conductors are harassed by stage managers’
introduction of buses improved traffic jam. “Congestion in the city results in strikes,
confusion putting activities at a standstill,” John Ndyomugyeni, the national chairman
(UTODA). Ndomugyeni observed a more orderly mode of transport would help solve the

problem in the short run as we look for a long term solution.

According to Gatta and Marcucci (2007), the transit industry’s woes are due several factors
that include the lack of professionalism by those that run such ventures and absence of
adequate feasibility studies. “Investors take on such ventures with limited capital investment

without realizing that public transport should be a large investment.”

According to Hobart (2010), the pre-feasibility studies for the development of a long term
integrated bus rapid transit system for greater Kampala metropolitan area conducted by the
World Bank in conjunction with Kampala Capital City Authority released a report in 2010
pointing to the Bus Rapid Transit as the appropriate technology for the efficient and effective
movement of passenger volumes because of its ability to handle the excess of some 6,000

passengers per peak hour on different routes.

1.3 Broad objective of the study

To establish the relationship between management of Pioneer Easy Buses Limited and

performance of public transport in Kampala Capital City Authority

1.4 Specific objectives of the study

The specific objectives were to;

i. To find out the relationship between booking system in Pioneer Easy Buses Limited
and performance of public transport in Kampala Capital City Authority

5



ii. To find out the relationship between time management of Pioneer Easy Buses Limited

and performance of public transport in Kampala Capital City Authority

iii. To find out the relationship between services offered by Pioneer Easy Buses Limited

and performance of public transport in Kampala Capital City Authority

1.5 Research questions

I.  What is the relationship between booking system in Pioneer Easy Buses Limited and

performance of public transport in Kampala Capital City Authority?

ii.  What is the relationship between time management of Pioneer Easy Buses Limited

and performance of public transport in Kampala Capital City Authority?

iii.  What is the relationship between services offered in Pioneer Easy Buses Limited and

performance of public transport in Kampala Capital City Authority?

1.6 Scope of the study

1.6.1 Geographical scope

The researchers study was conducted in central Uganda Kampala Capital City Authority in

the centre.

1.6.2 Subject scope

The study intended to find out the management of Pioneer Easy Buses Limited and its
performance in Kampala Capital City Authority in terms of effectiveness, efficiency, and
costs. Activities of Pioneer Easy Buses Limited are under scrutiny are: how do they carry
passengers from one place to another, do they provide quality services, do they ensure good

time management, do they have proper booking system in as far as serving clients is



concerned and so many others are examined and their impacts on the organizational

performance.

The research specifically concentrated on Pioneer Easy Buses Limited as the case study and
its involvement in customer management like satisfaction, cost effectiveness, efficiency,

management billing and innovation, advancement in technology.

1.6.3 Time scope

It was a short term cross sectional study, data collection, analysis and presentation of results

was for a single period.

1.7 Significance of the study

The study is important as it comes at a point in time when transport performance is of
widespread concern in both developed and developing countries. A study of the current
approaches to management of Pioneer Easy Buses Limited is needed to establish the
perception of passengers to the cost effectiveness, customer satisfaction and efficiency.
Unless sufficient attention is given to solve the public transport in Kampala, intended services

may fail to be delivered to the public’s satisfaction.

The study is significant to the stake holder like the share holders and management of Pioneer
Easy Buses Limited as well as public transport sector in government, Kampala Capital City
Authority, Drivers and Conductors central association (DACCA), United Taxi Operators and
Drivers Association as it seeks to find a solution to effectiveness, efficiency after getting the

problem.

The study will benefit as regards the passengers satisfaction of the transport with efficiency,
effectiveness in getting to understand what they want and help them in implementing the

solution.



The study acts as a basis for policy in organizing public transport in the city centre and which

methods to use in improving public transport.

The study recommendations will help other people also who would like to make more
research about public transport of Pioneer Easy Buses Limited and its performance in

Kampala Capital City Authority.

The study will help the researcher to expand or widen the knowledge in the area of study and
especially on how to start up or manage a business in relation to public transport because of

the opportunities associated with making research plus.

1.8 Justification of the study

According to Patrick (2013), given the complaints of the customers, that is, the business
people, officers and the general population that use public transport who are always
complaining about poor transport that is not comfortable, takes them long to reach its
destination and subsequently leading to slow growth in the economy. Strikes by the taxi
drivers and conductors led to occurring leading to some peoples late coming and absenteeism

at work hence business people making loses.

According to Stewart (2015), one of the main challenge is abrupt increase of fares almost
every time that is in the morning, lunch and evening time. The others challenges include
increasing number of Pioneer Easy Buses Limited, and taxis in the city hence increase In
traffic jam in some areas of Kampala, poor customer care to the users, poor mechanical
conditions of some buses hence slowing down their travel to and from the city and this study
seeks to address these challenges in order to improve on performance of public transport in

the city of Kampala.



1.9 Conceptual frame work

Conceptual frame work source: (Gatta and Marcucci, 2007)

Government policy: The issue of quality is debatable. Although it is recognized as a key
management tool, it still remains a fairly subjective concept. Quality is often related to the
notion of standards, but in many cases the existing standards are linked to performance

determinants which are not very important for the customer.

According to Mutabazi (2012), Uganda like most African countries is experiencing
exponential urban growth and expansion at a very alarming rate. According to the Uganda
Bureau of Statistics (UBOS), rural urban migration has more than tripled in the last decade.
The capital city Kampala receives the highest number of people who migrate from rural areas
to the city in search of jobs and better social and economic services. Whereas city
municipalities, towns, and trading centers are expanding, transport and urban mobility within
these metropolitan areas have not been expanded to match the population increase. Roads are

narrow which leads to congestion and traffic jams.

Transport policy of Kampala city: Integrated Transport Planning Limited has been appointed
to undertake a Pre Feasibility Study for the Development of a Long Term Integrated Bus
Rapid Transit System for Greater Kampala Metropolitan Area. This is intended to support
Kampala Capital City Authority’s vision for the City as “secure, economically vibrant, well
managed, sustainable and environmentally pleasant City that anyone would enjoy visiting and
living in.” Bus Rapid Transit is a high quality bus based transit system that delivers fast,
comfortable, and cost effective urban mobility through the provision of segregated right of
way infrastructure, rapid and frequent operations, and excellence in marketing and customer
service. It enhances personal mobility both through reducing travel time, and hence also its

cost of provision, by improving the travel experience, and use of appropriate technology for



the efficient and effective movement of passenger volumes in excess of some 6,000
passengers per peak hour and direction, and can still handle five times that flow with

appropriate specification and design.

Figure 1: Conceptual frame work

Business services Performance of public transport
% Booking system ¢+ Customer satisfaction
% Time management ¢+ Cost effectiveness
% Service quality ¥ " <« Efficiency

Intervening variables

¢+ Transport policy of Kampala
City Council Authority
¢+ Government policy on public

transport

In conclusion, the better management of Pioneer Easy Buses Limited is a necessity for the
organization for sustainability of public transport system since its demand are already
appeared on the main arterial corridors in Kampala, and rapid growth will bring others
competitors into consideration within the planning horizon (Integrated Transport Planning,

2010).
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CHAPTER TWO

LITERATURE REVIEW

2.0 Introduction

In this chapter, works of the various authors and researchers were summarized and emphasis
was put only on the review of relevant literature to this study. Areas to be covered included
the work of the various researchers which relates to the objectives of this study. This
researcher also identified the gaps in the past researchers’ work which the study intended to

fill.

2.1 Business services

According to Tseytin et al. (2006), this fact filled report provides an overview of the benefits
that public transportation brings to individuals, communities and our nation as a whole.
Public transit's broad reach extends to all of America’s communities, large and small, as it
helps refresh business districts, allows employers to tap into larger workforces, builds
economic revenues and increases property values. On the national level, public transportation
supports America’s goals and policies, including reducing our dependence on foreign oil, and
providing critical response in emergencies. On an individual level, public transportation saves

money, and provides people with choices, freedom and opportunities.

According to Tyrinopoulos and Aifadopoulou (2008), among the prime goals of all actors
involved in the public transport business is the creation of a well organized transit system,
within which citizens can find a sufficient level of mobility and satisfy their important need
for efficient movement under safe and comfortable conditions. This overall principle entails
many significant quality characteristics of the public transport system, such as safety, on time

performance, accessibility, efficiency, information provision and many others. The quality in
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public transport stems from the ability of the respective operators to manage and to further
develop their services. More and more relevant operators and associated bodies (for example,
ministries and supervising organizations) worldwide employ quality control programs in
order to assess and improve the services provided to the passengers (PORTAL, 2003)
(QUATTRO, 1998) (EQUIP, 2000). The backbone of these programs is a variety of quality
attributes and indices that assess the levels of the services provided to passengers and the

performance of the transportation system (Giannopoulos, 1989).

Furthermore, such programs provide operators strategic tools that enable them to be closer to
passengers and adjust the transportation service to their needs and requirements, while the
knowledge gained from these programs provide with valuable data and facilitate their
decision making process (Tyrinopoulos, et al. 2004). In Metropolitan areas with complex
transportation systems managed by multiple operators (such as London, Athens, Rome and
others), the implementation of quality control programs seems to be an integral part of their
business operation. In some major cities, like London and Rome, the quality control is a daily
practice (London Buses, 2004). In many cases, the results of this practice define the contract
rules between supervising and subsidiary organizations, the scheduling of the transportation
system and the decision making process itself. Nowadays, many large and medium size
public transport organizations and operators apply quality control systems, accompanied with
scientific and technological aid. In the long run, such initiatives may contribute to attract

more customers and facilitate the economic viability of transit organizations.

According to Transport and Overview report (2009), the public transport provider play a key
role in public transportation. Commuters who take the subway, the bus, or the train benefit
from Xerox solutions that streamline the process. Public transport providers can find a
complete range of public transport products and systems giving you tailored solutions and

long term investment protection. Our system integration experience with fare collection, fleet

12



management, traveler information, and mobile communications solutions have driven
transformations in day to day operations of transit agencies across the globe. The result, are
more of effective transportation systems with much greater capabilities for management
teams and passengers. By acting as an integrator, the providers unify the overall operation
and provide a single point of contact with full responsibility for your programs success. The
products, which can be seamlessly integrated into existing environment, are also geared for
the requirements of the future. We’re continually refining the solutions and bringing new
capabilities to the clients to ensure the people using public transit have an efficient, enjoyable

transit experience.

According to Transport (n.d.), letting someone else concentrate on the driving means
individuals can work or rest en route and arrive fresher and better prepared. Scotland's public
transport network is improving all the time, with dedicated bus lanes, express intercity bus
services and new and improved rail services offering fast, reliable and less polluting ways to
travel. New train services and even brand new lines and stations have opened with more to
come in future. On many trains, you'll find at-seat power points and Wi-Fi access great for
business travelers while passenger facilities at stations are improving too. Park and Ride
schemes are being built across Scotland, making it easier for car users to catch public
transport into our cities. That means all benefit from less congestion and faster bus journeys

on routes that need fewer vehicles as a result and therefore cause less pollution.

More so buses themselves increasingly provide improved facilities such as Wi-Fi access,
comfortable seats, real time journey information at some bus stops and better accessibility.
Public transport is often quicker and cheaper than using a car especially in congested urban
areas where parking space is limited. Because it causes less pollution and congestion, greater
use of public transport has benefits for the environment and our communities too. For

businesses and other organizations, developing a culture of preferring public transport to car
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use can help: lower business travel costs, reduce the need for expensive parking lots, increase
productivity by enabling staff to work en route, demonstrate commitment to protecting the
environment. Improving access to your premises by public transport can also help enlarge the

pool of available labour and get more customers through your doors (Transport, n.d.).

2.1.1 Booking system

According to Kit (2013), in Australian latest research suggests that 60% of travelers book
online when it is available. As a tourism operator, you may therefore wish to enable your
website to be booked online. An online booking system is a technology that will: Display
your availability in real time on your website and on the selected distributors’ websites,
Accept payments from consumers on your own website securely and without requiring
human interaction, Give you the opportunity to also make your product bookable on a variety
of the selected distributors’ websites, Update your inventory on your website and on the
selected distributors’ websites (optional) when a purchase is made. There are many online
booking systems available to Australian tourism operators. They are very simple to install

and can be much cheaper than custom built systems. What are the benefits to my business?

The online booking system offers convenience as well as opportunities for exposure to new
customers. It also means the booking system will automatically update your records without
the need for emails and manually entering in guest details. Payment via credit card is
processed online and the booking is confirmed with the guest. Online booking systems will

save you a lot of time.

Among those advantages, we can highlight the replacing of physical means by information
management that, besides speeding up the procedures, allows a better control of the
operation, with less effort, consequently resulting in a lower operational cost. The speed in

knowing the financial status of a bus route operation is one of the immediate results of the
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information management in the automated fare collection procedure. Under this scenario, a
cultural change in the transport sector could also be a consequence of such procedure of
technological improvement. This shows that the adoption of this new technology is possibly
an unchangeable strategy, with clear impacts on the development of new learning areas for
the company itself and a direct consequence on the increase of the quality of services

provided.

It is not easy to clearly identify the main objective of bus companies when they choose an
automatic ticketing system, since that there are multiple possible purposes. Each one has its

own priority within specific situations (Vasconcellos, 2007).

According to Oloyede et al. (2014), the Online Bus Ticket Reservation System is a web
based application that allows visitors check bus ticket availability, buy bus ticket and pay the
bus ticket online (Asaa et al. 2012). This system is established for all the home/office users

after gaining access from the administrator.

According to Invaderzim (2011), Online Bus Reservation System provides bus transportation
system, a facility to reserved seats, cancellation of seats and different types of enquiry which
need an instant and quick reservation. This system can be used by the users in performing
online reservation via internet for their all business purposes. Users can use this program
directly on their websites and no need to install it. The use of bus traveling is a large growing
business in Nigeria and other countries; hence bus reservation system deals with maintenance
of records of each passenger who had reserved a seat for a journey. It also includes
maintenance of information like schedule and details of each bus (Shivaji, 2010). Also, we
get to know that there are many operations, which they have to do manually. It takes a lot of
time and causes many errors. Due to this, sometimes a lot of problems occur and they were

facing many disputes with customers. To solve the above problem, and further maintaining
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records of items, seat availability for customers, price of per seat, bill generation and other
things, we are offering this proposal of reservation system. The reservation system has three
modules. First module helps the customer to enquire the availability of seats in a particular
bus at particular date, the second module helps him to reserve a ticket and with the third

module he can cancel a reserved ticket.

According to Cases (n.d.), advanced technologies, for example internet, smartcard and
Smartphone have made significant impacts on transport ticket booking. Almost all airlines,
train companies, long haul coach operators and ferry operators now provide online booking.
Online ticket booking can significantly save cost for both transport operators and end users.
Online ticket booking has a potential to increase usage of a transport mode since online
booking is often associated with traveler information services. With increasing market
penetration, Smartphone based online booking has been widely used. Smartphone itself can
be used as ‘ticket’ through application of 2-D bar code. Current practices of transport ticket
booking will be introduced below. Implementation must consider online payment security
and protection of personal data. Security is a key issue for online ticket booking since it will
concern usage of security and personal data. Online booking must respect privacy laws even
though many online booking websites collect users’ personal data for research. By analyzing
personal data and purchasing behaviors, important information about consumers’ behaviors
can be obtained. A booking website may be able to sell such data for profits. However,
provision of such data must not violate users’ privacy. Moreover, concerning Smartphone
applications, ideally the implementation should be able to be used by all main stream
operation systems, for example. Apple’s IOS and Google’s Android at least. If an application
is developed, it should be uploaded to main stores, like Apple’s application store and

Google’s Android Market, to enable users download (with or without charging).
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Furthermore ticketing is a tool for the implementation of a pricing policy with the
consideration of operational, commercial and social objectives. The ticketing system is the
translation of fares into concrete means of payment (for the passenger) and fare collection
(for the operator). Several types of tickets are used in public transport systems (ticket based
price discrimination). In other words, the price depends on the ticket type used. Ticket based
price discrimination is price discrimination in its purest form. It makes virtually no difference
to an operator’s production costs whether a passenger makes a trip using a single ticket, a
carnet or a season ticket. Indeed, it costs the same for the operator to transport a student, an
elderly or a passenger paying full fare. The use of differential pricing for such tickets is a way
to segment the market and maximize revenue ‘airline-style pricing’. In public transport, e
ticketing systems are not only means of payment but process huge amount of information
which offer a large range of possibilities to make public transport easier to use, to manage
and to control. They offer as well opportunities to introduce integrated pricing structure that
are not easy to implement with traditional payment tools. Electronic ticketing technologies
are classified according to the way they are used for payment. The closer the card is to the
payment system, the more reliable the transaction is, but the more constraining it is for the
user. Therefore, the long-term objective is for the customer to be able to pay for public
transport without having to show or validate any card, relying on fully automatic fare

payment (Mezghani, 2008).

According to Kumar (2015), the Online Bus Ticket Reservation System is an online
application that permits guests check transport ticket accessibility, purchase transport ticket
and pay the transport ticket online. This system is made for all the home/office clients in the
wake of obtaining entrance from the overseer. Online Bus Reservation System gives transport
transportation framework, an office to saved seats, retraction of seats and diverse sorts of

enquiry which require a moment and snappy reservation. This system can be utilized by the
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clients as a part of performing online reservation through web for everything business
purposes. Clients can utilize this system straightforwardly on their sites and no need to
introduce it. The utilization of transport voyaging is a huge developing business in Cities and
different nations; subsequently transport reservation framework manages support of records
of every traveler who had held a seat for an excursion. It additionally incorporates support of
data like calendar and points of interest of every. Likewise, we get to realize that there are
numerous operations, which they need to do physically. It takes a considerable measure of
time and causes many mistakes. Because of this, occasionally a considerable measure of
issues happens and they were confronting numerous questions with clients. To tackle the
above issue, and further keeping up records of things, seat accessibility for clients, cost of
every seat, bill era and different things, we are putting forth this proposition of reservation
framework. The reservation framework has three modules. To start with module helps the
client to enquire the accessibility of seats in a specific transport at specific date, the second

module helps him to hold a ticket and with the third module he can scratch off a held ticket.

2.1.2 Time management

According to Gaulle et al. (2013), public transport in the UK is becoming more accessible but
to make your journey go as smoothly as possible it is best to plan and prepare. In this guide,
we give an overview of bus, coach, community transport, ferry, plane, taxi, train and tram,
travel with information about access, journey planning, concessions, assistance,
announcements and communication, accessible toilets, loop systems, parking and how to
report back or complain. There are travel tips and advice from experienced travelers and a list
of useful contacts. All the above is done to ensure time management both on the side of

customers and company since time the best resource to utilize on this earth.
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Also according to Fetsch and Flashman (1984), too little time and too much to do is a
common condition for many of us. Everyday demands or chores seem to engulf the day,
leaving little time to pursue those things you enjoy. But you do have choices about how you
spend your time. Balancing what you need to do with what you want to do can lead to
happiness and success. Many of us complain, “There just isn’t enough time in the day!” But
the truth is that we have enough time to do what is important in our lives. You can always
make time for the people you value and for the activities worth doing. All you need do is
become a master of how you use your time. Turning time management skills into habits will
take time but what better way to spend it? With the help of this workbook and two or three
hours, you can learn valuable techniques for managing your time and your life. By the end of
the exercises, you’ll know yourself better, have a map of goals for the future, and maybe

fulfill a few dreams.

In addition, your ability to manage your time, as much as any other practice in your career as
an executive, will determine your success or failure. Time is the one indispensable and
irreplaceable resource of accomplishment. It is your most precious asset. It cannot be saved,
nor can it be recovered once lost. Everything you have to do require time, and the better you
use your time, the more you will accomplish, and the greater will be your rewards. Time
management is essential for maximum health and personal effectiveness. The degree to
which you feel in control of your time and your life is a major determinant of your level of
inner peace, harmony, and mental well being. A feeling of being “out of control” of your time
is the major source of stress, anxiety, and depression. The better you can organize American
Management Association and control the critical events of your life, the better you will feel,
moment to moment, the more energy you will have, the better you will sleep, and the more

you will get done (Fallis, 2013).
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According to the Transportation report (2003), the true reason for implementing our solutions
is for the benefits of passengers. Building a consistent public transportation system where
passengers can trust its reliability will result in increased ridership. Passengers will get tons
of benefits related to their finances, time management. Time sharing option mobile's global
positioning system vehicle tracking and fleet management solutions tailored for the public
transportation industry provide a high level of monitoring capabilities with up to the minute
location information frequencies. Cities, counties, and any other entity with public
transportation vehicles will be able to monitor and track in real-time while providing location
information to the passengers. A wide variety of installation options for the GPS vehicle
tracking devices are available. The focus and goal of our public transportation solutions is to
provide entities with an advanced and reliable platform so they can provide passengers with
an advanced and reliable transportation experience. This part of our public transportation
solutions does exactly that! It gives entities access to a complete fleet management and
dispatching platform where they can monitor public vehicles, their activities, key events that

trigger automated alerts and much more to assure all operations are always running smoothly.

According to Caulfield and Mahony (2009), real time public transit information is an
individual specific travel demand management tool that is used to facilitate individuals while
planning their public transit trips. The provision of such information has been shown to
encourage individuals to examine their public transit options and choose the service that

meets their requirements.

The public transport system in Dublin consists of a large bus network, two light rail lines, and
a heavy rail network. At the time of this study, there was no single source of public transit
information on all modes of transit available in Dublin. This lack of information can act as a

barrier to individuals making integrated public transit trips. Each of the public transit
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operators provides a website that contains timetables of all of the scheduled services and the

routes provided.

According to Dublin Bus (2007), Dublin Bus in 2004 introduced a short message service
called “BUSTXT.” This service provides users with the departure time from the terminus of
the next three services in either direction when the user sends a message requesting
information on a specific bus route. This service is available at a charge of 30c per message.
The information provided by this service is not real-time. In the same year, Irish Rail
introduced a similar service for urban rail users called “DARTXT.” The service works in a
way similar to the Dublin Bus service; however, the information provided is real-time
information. The cost of the service is 30c per message (lrish, 2007). One of the main
motivations for this research was to examine what information individuals require while
waiting at their transit stop or station. Given that the cost of investment in providing real time
information is so large, it is important to understand what information individuals require.
This research examines individuals’ preferences for accessing real time public transit
information. To measure these preferences, a stated preference study was conducted to
ascertain how respondents would value the introduction of several methods of public transit

stop information.

Guidebook and Litman (2011), special consideration is needed when evaluating transit travel
time costs, including the relative speeds, unit costs (cents per minute or dollars per hour), and
factors such as whether transit travel reduces the need for motorists to chauffeur non-drivers
or spend special time exercising (Litman, 2008). For more discussion see “Is Transit Travel
Slow and Inefficient?” later in this report. Various studies indicate that consumers place a
higher cost on time spent driving, particularly in congestion, than the same amount of time
spent as a passenger in pleasant conditions (that is to say, uncrowned, a comfortable seat,

clean and safe vehicles, not too noisy), because passengers experience less stress and can rest,
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read or even work. According to current travel time cost values, passengers’ travel time is
charged at 35% average wage rates, while drivers’ time is charged at 50% of wage rates, with
a premium of 33% for level of service. Although different agencies assign different values to
driver and passenger time, there is little disagreement among experts over the basic concept
that, for an average consumer, time spent driving in congestion incurs a higher cost than the

same amount of time spent as a comfortable passenger.

2.1.3 Services quality

According to Gatta and Marcucci (2007), Public authorities and transport operators are both
involved in the provision of public transport services. There is a contrast between the social
goals of the former and the private ones of the latter. Private firms maximize profits without
considering social welfare. Regulation plays an important role especially failing competition.
Service contracts are the natural method to set bilateral commitments. A contract between the
authority and the operator constitute the instrument to induce firms in naturally non-
competitive markets to act in line with social targets. Only in a few countries in Europe, the

relation between authorities and transport operators are not regulated by a service contract.

According to Mazzulla and Eboli (2006), generally, transit agencies have given too much
importance to saving money at the expense of service quality levels; therefore they have
essentially focused on cost efficiency and cost effectiveness. A measure of cost efficiency is
typically defined as produced services (for example, vehicle kilometers), while a measure of
service effectiveness is defined as consumed service (for example, passenger kilometers)
However, transit agencies actually have an interest in obtaining a high service quality level,
taking into account passengers priorities and requirements (Bertini and EI-Geneidy, 2003).
For this reason, the necessity of using techniques to identify the importance of service quality

attributes on global satisfaction and to assess service quality, increases. In the literature there
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are many techniques for measuring service quality and customer satisfaction, for public
transport as in other service industries. These techniques are based on customer evaluation.
The evaluation of service quality and customer satisfaction can be obtained according to
different methods: by asking customers the perception/satisfaction on service quality, by
asking the expectation/importance, or by asking both perception and expectation; in addition,
perception can be compared with the zone of tolerance of expectations (the range defined by
the maximum desired level and minimum acceptable level of expectations). A rating or

ranking of individual service attributes can be asked to customers.

According to Eboli and Mazzulla (2007), over the last few years, companies have gradually
focused on service quality and customer satisfaction. This strategy is very profitable for both
companies and customers, particularly for transit agencies and passengers. An improvement
of the supplied service quality can attract further users. This fact could resolve many
problems (for example, helping to reduce traffic congestion, air and noise pollution, and
energy consumption) because individual transport would be used less. For this reason, the
development of techniques for customer satisfaction analysis is neck Journal of Public
Transportation, These techniques allow the critical aspects of the supplied services to be
identified and customer satisfaction to be increased (Cuomo, 2000). This research explores
the relationship between global customer satisfaction (that is to say, passenger satisfaction
about overall service) and service quality attributes, based on needs and expectations

expressed by the customers of public transport services.

In addition there is structural equation, the structural equation modeling model is proposed.
SEM s useful to researchers as a multivariate technique combining regression, factor
analysis, and analysis of variance to estimate interrelated dependence relationships
simultaneously. SEM was adopted in several fields of research and generalized (Joreskog and

Wiley, 1973). Some applications were proposed, for example, in the fields of psychology and

23



social science (MacCallum and Austin, 2000; Muthén et al. 2006), natural science (Mitchell,
1992; Grace and Pugesek 1997), and especially in economics and statistics (MacLean and
Gray, 1998; Eskildsen and Dahlgaard, 2000; Boari, 2000; Manaresi et al. 2000). Some
authors proposed SEM applications in public transport (see, for example, Bamberg and
Schmidt, 1998; Fillone et al. 2005; Tam et al. 2005). Specifically, SEM was adopted for
describing customer satisfaction in public transport services (as an example, see Andreessen,

1995; Karlaftis et al. 2001).

The model proposed in this article investigates the impact of bus transit aspects on global
customer satisfaction. The service analyzed is habitually used by University of Calabria
students to reach the campus from the urban area of Cosenza (southern Italy). To calibrate the
model, data collected in a survey addressed to a sample of students were used. This article
begins with an introduction to a theoretical framework of structural equation models. Next,
the experimental survey is described and the statistical descriptive analysis of the sample is
reported. The last section describes the general structure of the proposed model and presents

the model results.

According to Beirdo and Cabral (2006), public transport systems need to become more
market oriented and competitive. This requires an improvement of service quality, which can
only be achieved by a clear understanding of travel behaviour and consumer needs and
expectations. Therefore, it becomes essential to measure the level of service in order to
identify the potential strengths and weaknesses of public systems. This can provide clues to
public transport management in the process of evaluating alternative service improvements
aimed at enhancing user satisfaction and increasing market share. The need to improved
service quality contributed to changing public transport. This has occurred in a number of

European countries at a legal and organizational level. During the last decade contracting and
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competitive tendering have spread, being an important feature of the reform of organizational

frameworks in European public transport, Van de Velde.

According to Policy Advice Notes (2009), to make public transport services more attractive
and thereby reduce car use, cities as well as public transport companies should be keen to
ensure a high quality of service on the public transport system, amongst others, by
implementing the following measures: Widening and simplifying the public transport
network for example by; Redesigning the network layout, Enhancing the frequency and
operating Hours, Introducing Demand Responsive Transport, which is a public transport
service operated on demand only, an example passengers call the bus by phone. Modernizing
the infrastructure (especially at intermodal interchanges) and making the entire voyage by
public transport more comfortable for example by; Installing high quality waiting facilities
(seats, shelters, convenience services), Building secure bicycle stands, park and ride facilities,
car sharing facilities, Easing access to stations (examples are pedestrian and bicycle paths,

signs, redesign of surrounding space).

According to Friman and Fellesson (n.d.), however, an increase in supply (qualitatively or
quantitatively) will not automatically lead to a corresponding increase in demand and
satisfaction (Kitamura, 2003). To make sure that investment really attracts both the existing
and the potential customers envisaged, knowledge of satisfaction and service performance
should provide policymakers and operational managers in public transport with valuable
information (Nathanail, 2007). The underlying assumption is that there is a direct link
between the actual service and the customer’s perception of it. To increase public transport
use, the service should be designed and performed in a way that accommodates the levels of

service required by customers (Beirdo and Cabral, 2007).
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However, according to Aifadopoulou (2008), the validity of this assumption has not been
proven in previous research. There is some knowledge of how customers perceive public
transport. In the literature, aspects such as reliability, frequency, travel time and fare level
(Hensher et al. 2003), comfort and cleanliness (Eboli and Mazzulla, 2007; Swanson et al.
1997), network coverage/distance to stop (Eriksson et al. 2009; Tyrinopoulos and Antoniou,
2008), and safety issues (Smith and Clarke, 2000; Fellesson and Friman, 2008) are all known

to be important factors in customer evaluations of public transport service quality.

In addition, according to Friman and Gérling (2001), underscored the importance of clear and
simple transport information. To meet potential and present customers’ requirements, quality
investments that really raise the perceived service performance regarding these attributes
constitute an important issue (Richter et al. 2008a; 2008b). However, in the literature, quality
and quality investments are often ambiguously defined, making it difficult to examine the
impact of the objective conditions of the transport system on customer satisfaction. Further,
Friman’s (2004), results indicate that quality investments generally do not generate greater
satisfaction. In her study, the respondents judged satisfaction even lower, or unchanged, after
the quality initiative. Thus, the question of how the objective conditions of the transport

system relate to subjective satisfaction remains.

2.2 Performance of public transport

According to Friman (2009), an effective public transport system is critical for the state’s
economic prosperity and livability. Melbourne could not function effectively as a city without
the current public transport system. In 2009, on a typical weekday in Melbourne, public
transport accounted for, 8.4 per cent of the 12.6 million journeys made, 15 per cent of the 113
million kilometers people travelled. Public transport has grown rapidly between 2005 to 2006

and 2010 to 2011. The Department of Transport expects further strong patronage growth over
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the next decade driven by a growing population, rising traffic congestion, high fuel prices and
lifestyle changes. The major challenges facing government is motorized transport, with its
corresponding negative impacts, contributes for a large part in creating an unbalance between
the three aspects of sustainable development: economic growth, social progress and
environmental protection. A shift towards sustainable modes of transport (for example public
and non-motorized transport) will therefore be helpful in the process of redressing the
balance. Kampala is suffering from several unbalances in urban development, transportation
and live ability. The city has developed unplanned, resulting in a mismatch between housing,
employment and services. This puts a strain on the central business district as the sole centre
of economic activity. Transportation networks for the different modes have not been able to
develop properly, and today the narrow streets of the city are unable to meet the increasing

demand in transport, which results in severe congestion with many negative impacts.

According to Eboli and Mazzulla (2015), the transport situation is worsened due to a lack of
awareness and involvement, of both the public and politicians. Road user behavior is reckless
and careless, traffic education is lacking, and enforcement is scarce and mainly focused on
improving motorized traffic flow. Streets and vehicles are often ill maintained, used
inappropriately, and inspection is poor due to the dominance of motorized traffic the living
environment is. Success experiences from all over the world have shown that the following
factors can be key to the success in achieving sustainable urban transport: integration
between land use and transportation, and between the different modes of transport;
willingness and fortitude of politicians, mayors and governments; quick wins and pilot
projects; combining encouragement of desired modes of transport and discouragement of
undesired modes of transport; using economic instruments, especially to gain revenue to

invest in the transport system; acknowledging non motorized transport as important modes
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within the transport system; and a gradual implementation which provides the opportunity to

evaluate, and for gaining support.

Also according to Amin (2012), urban land use (also known as spatial planning or urban
form) has a big influence and impact on the way transport systems are planned and managed
in large cities. Transport systems are largely inefficient because of the failure by the city
authorities to adopt an integrated approach towards land use and transport planning. Due to a
multifarious and complex land tenure system, the provision of roads and other transport
related infrastructure such as parking facilities and bus terminals has become virtually
impossible. It also draws lessons from the experiences of the role model cities in Asia. To
address key transportation challenges such as rapid motorization and traffic jam, it is critical
that land use based strategies such as transit malls, land value capture, constructing high
density buildings (both commercial and residential) along the transit lines as well as
establishing park and ride facilities are adopted by the urban managers and city policy

makers.

According to Anon (2012), in the absence of a replicable and sustainable local funding
model, it is critical that an eclectic approach is adopted to fund mass transport. Such a
strategy would aim to provide investment incentives such as soft loans, donation of land to be
used to build bus terminals and bus driver’s training school, formulation of a pro transit
policy, removal import tax on buses, provision of bus lanes and provision of capacity
building for bus operators, transit regulators as well as the local nongovernmental
organizations working on transport related issues. Besides, it is critical to consider public
transport as a poverty alleviation initiative. This is because mass transport across the globe is
largely used by the carless and poor commuters as well as marginalized people such as
women and the youth. International experience also shows that investment in public transport

should always be made as part of the entire city investment policy on road construction,
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development of settlements/housing, establishment of recreation centers as well as building
of schools and hospitals. It is also critical to promote public private partnerships in public
transport. Therefore thou transport is doing well is not as it should be doing therefore there is

need for serous improvement in very many areas which this research is trying to address.

The measurement of transit performance represents a very useful tool for ensuring continuous
increase of the quality of the delivered transit services, and for allocating resources among
competing transit agencies. Transit service quality can be evaluated by subjective measures
based on passengers’ perceptions, and objective measures represented by disaggregate
performance measures expressed as numerical values, which must be compared with fixed
standards or past performances. The proposed research work deals with service quality
evaluation based on objective measures; specifically, an extensive overview and an
interpretative review of the objective indicators until investigated by researchers are
proposed. The final aim of the work is to give a review as comprehensive as possible of the
objective indicators, and to provide some suggestions for the selection of the most

appropriate indicators for evaluating a transit service aspect.

2.2.1 Customer satisfaction public transport

According to Kostakis (2009), the results indicated that customers of urban buses in the city
of Larissa present a medium satisfaction level but global customers’ satisfaction, destination
satisfaction and usage frequency satisfaction as well as the factors which affect satisfaction
varies according the lines. Moreover, route safety, service of personnel, and service inside the
bus constitute the strong points of the company. However, all the above have a common
characteristic and that is, the dimension “time” with sub criterion “route waiting time” and
dimension ‘“‘availability” with sub criterion “route frequency” which affect direct customer

satisfaction as they are considered to be critical and need immediate improvement.
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According to Friman (2009), satisfaction with bus services improved for the second
consecutive year, with satisfaction levels increasing by about 2 percentage points to 90.2%,
from 88.3% in 2013. Customer service saw the biggest improvement. Most other service
attributes, including service information, reliability and comfort, also registered higher
satisfaction levels. This could be due to the 550 additional buses that we have injected into
the public bus network since the start of the Bus Service Enhancement Programme, to

introduce new services and improve existing services.

According to the Traffic report (2013), traffic congestion causes longer travel time, pollution,
and high consumption of non-renewable energy resource. Public transport, as suggested as a
solution to this problem, is already introduced in Indonesia. There is a wide range of publ