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[bookmark: _Toc58322815]ABSTRACT
 Public Transport is   provide mobility to people who do not have access to private cars, or provide an alternative option to private car mobility.  In developing countries like Uganda, public transport service, especially bus transport, is getting prominence because of the passenger volumes lifted. The quality of the services provided to the passengers is synonymous with a wide range of characteristics of the public transport systems, such as safety, on-time performance, accessibility, efficiency, and many others. Notwithstanding the huge investment and interest in the sector by public transport operators, the critical issue remains whether the public is getting the service quality deserved.  This therefore prompted the researcher to undertake a study, using a case study research design, to establish the extent to which the management practices of the bus operators contribute to the quality of public transport bus service.
A questionnaire survey on public bus passengers in some selected 20 bus operators was conducted to get their views on the quality of service provided. Interviews were also conducted with bus managers and the sector regulators at Transport Licensing Board (TLB).
The study findings revealed that   unit increases in planning, organizing and controlling lead to 0.345, 0. 679 and 0.470 respectively increase in quality of the bus services. The findings of this study will help the bus operators appreciate the critical importance of their management practices to the quality of the service that they render to the public. The study recommended that before anyone is licensed as a public bus operator, he or she should be first vetted for managerial competences and relevant experience in the field. For those operators and their managers who are already in service, they should undergo some basic training in management skills customer care. These trainings should be made pre-conditions for licence renewal. Also the findings of this study can be adopted by Government to make relevant policy changes   in the public transport sector.  
i

[bookmark: _Toc341533618][bookmark: _Toc341533676][bookmark: _Toc353963574][bookmark: _Toc354306544][bookmark: _Toc58322816]CHAPTER ONE
[bookmark: _Toc58322817]INTRODUCTION
1.0 [bookmark: _Toc341533619][bookmark: _Toc341533677][bookmark: _Toc353963575][bookmark: _Toc354306545][bookmark: _Toc58322818]Introduction
Travelling is part and parcel of modern living where people travel for work, education, recreation and many other reasons. For those who do not own motor vehicles, public transport could be their main means of travel. Because of its economic and social importance, public transport is considered an essential service in most communities, much like electricity, water and telecommunications. Hence ensuring effective and efficient provision of public transport services is apriority of most governments.

In Uganda, there are various modes of transport available to the public but road transport is the most dominant.  Road transport in Uganda carries about 95% of the country’s goods traffic and about 97% of passenger traffic (Presentation on Road Safety Policy and Strategy - Ministry of Works and Transport, 2012). As far as road public transport services are concerned, the major providers of this service   are private transporters commonly referred to as operators. Among these operators are a few large-scale operators with large fleet of buses that provide long-distance passenger transport services, hundreds of individual bus operators, thousands of   minibuses and motor-cycles which   provide both inter- and intra-urban passenger transport services. These operators conduct their business according to individual skills and experiences thus offering a service of varying quality levels.    

Andreassen, 1994 as quoted in Randheer, K. (2011), noted that as public transport organizations grow older and matured, the quality of service dwindles down with public being left with no option but to accept what is offered.  Ancarani & Capaldo,2001  in Randheer, K.(2011) advised that in order to help the situation of dwindling quality as the as public transport organizations grow older and matured, the concept of quality need to be introduced into public transportation to meet the quality expectations of the public.  Therefore the  pursue for quality service  should be  an essential strategic component for public service providers like public transport bus  operators attempting to succeed and survive in today’s competitive environment. 

This study was an investigation   of the relationship between the management by public transport bus operators in Uganda and the quality of transport service provided.  The investigation was to establish the extent to which management practices of public bus operators affect the quality of service offered to the passengers. 
[bookmark: _Toc341533620][bookmark: _Toc341533678][bookmark: _Toc353963576]In this chapter, a presentation of the background, statement of the problem,   general objectives, specific objectives, research questions, hypotheses, conceptual framework, scope and justification of the study are given. Also in given are the operational definitions of the terms used in the study.
[bookmark: _Toc58322819][bookmark: _Toc341533621][bookmark: _Toc341533679][bookmark: _Toc353963577]1.1 Background to the Study
[bookmark: _Toc58322820]1.1.1   Historical Background of Management and Public Transport
One of the earliest basic management techniques have been traced to the city of Ur (Iraq) in 3000 BC where Sumerian priests were the first to keep written records as a means of recording business transactions. Translations from early Egyptian papyri, dating back to 1300 BC, recognized the importance of organization and administration in bureaucratic states (Pindur, Rogers & Kim, 1995). On the other hand, the first road public transportation known to history was introduced by the Romans, who established a system of vehicles for hire during the reigns of Emperor Augustus and Tiberius (Black, 1995). 

In the 1940s to 1970s there was a wave of nationalisation followed by privatisation from the late 1970s in many countries.  At the core of the nationalisation and privatisation waves were those industries providing essential services, such as public transport, telecommunications and electricity among others. This meant that, most Governments divested themselves from the direct provision of public transport service leaving it to private business entities.   Indeed Phillips (2003) observed that private business organisations are not only fueling the free-market economies, but also fulfilling   major responsibilities once perceived roles of Governments, such as public transport provision.

For the case of Uganda, public transport service provision was majorly by Government owned Uganda Transport Company (UTC) and Uganda Peoples Transport Company (UPTC). However, around 1989   Government divested itself from direct provision of public transport leading to the winding up of the two companies. The winding up of the two Government bus companies was a stimulus for large-scale private sector investment in the transport industry, buses in particular. According to statistics from Transport Licensing Board- Ministry of Works and Transport, there were over 800 licenced buses our roads by the end of 2012. 
[bookmark: _Toc341533622][bookmark: _Toc341533680][bookmark: _Toc353963578][bookmark: _Toc354306546][bookmark: _Toc58322821]1.1.2 Theoretical Background 
One of the oldest and most widely used theories of management practitioners is the Classical Management Movement. This approach to management arose between 1885 and 1940 in an effort to provide a rational and scientific basis for the management of organizations.  The classical management movement has two fundamental approaches i.e. scientific management and general administrative management. Scientific management centres on ways to improve productivity whereas the administrative management theory examines organizations as total entities and focuses on ways to make them more effective and efficient.
The classical scientific management approach, put forward by Frederick Winslow Taylor (1856-1915), assumed that labour is not the cause of most problems in business and it is only the management which can provide solutions to the problems of   businesses. This theory involved the combination of labour and management to attain the common benefit.  On the other hand, the classical administrative theory focuses on the organizations as total entities to make them more efficient and effective. 
The researcher   anchored this study on Henri Fayol’s classical administrative theory. Fayol took a "top-down" approach to management by focusing on managerial practices to increase efficiency in organizations. “Fayolism” focused on managerial practices that could minimize misunderstandings and increase efficiency in organizations. According to Henri Fayol the basic functions of any manager are planning, organizing, commanding, coordinating and controlling all geared at increasing productivity (Gupta, 2009). 
Out of the five management functions cited by Henri Fayol, the researcher shall explore only three i.e. planning, organizing, and controlling. The other two i.e. commanding and coordinating have limited influence in the Ugandan public transport sector, due to strong nepotism recruitment practices in the sector (Sekanjako The New Vision, Monday 12th November, 2012) 
[bookmark: _Toc341533623][bookmark: _Toc341533681][bookmark: _Toc353963579][bookmark: _Toc354306547][bookmark: _Toc58322822]1.1.3 Conceptual Background
[bookmark: _Toc353963580][bookmark: _Toc354306548][bookmark: _Toc58322823]1.1.3.1 Management
Chandan (2005) defines management as the organizational process that involves strategic planning, setting objectives, managing resources, and deploying the human and financial assets required to achieve the given objectives. In this study, the notion management practices shall mean way in which the public transport bus operators carry out the planning, organising and controlling functions in order to achieve their business objectives.
Theo Haimann as quoted by Gupta (2009) defined management as the function of getting things done through   people and directing the efforts of individuals towards a common goal. Chandan (2005) defines management as the organizational process that involves strategic planning, setting objectives, managing resources, and deploying the human and financial assets required to achieve the given objectives. Management deals with efficient and effective utilization of resources. Megginson, Mosley & Pietri as quoted by Chandan (2005) look at management as working with human, financial and physical resources to achieve organizational objectives by performing the planning, organizing, leading and controlling functions as seen below;
 Figure: 1 Functions of Management   

Management
Goals e.g.  Effective public transport
Human 
Financial and 
Physical resources
Planning 
Organizing 
Leading 
Controlling



Source: Adapted and modified from Chandan (2005)
[bookmark: _Toc58322824]1.1.3.2 Management Practices:
The researcher recognised that management is one of the factors that do influence the level of service quality delivery by the public transport bus operators.  In this study  “management practices” was defined to mean the various individual management decisions that the bus operators make while conducting their business of public transport  bus service. In other words, the way the public transport bus operators performed the functions of planning, organising and controlling in their business.   
[bookmark: _Toc353963581][bookmark: _Toc354306549][bookmark: _Toc58322825]1.1.3.3    Service quality
Chakrabarty, et al 2007 defined service quality as the conformance to customer requirements in the delivery of a service. Parasuraman et al. (1988) have defined service quality as the ability of the organization to meet or exceed customer expectations. Being able to measure the level of service quality   offered is very vital in any service sector, including public transport.  Indeed Zeithaml et al 1988 developed a service quality measurement model (SERVQUAL) for consumers’ perception of quality based on 10 aspects.  By the early 1990s, the authors refined the model into five aspects commonly represented by the acronym, RATER; where R is reliability, A is assurance, T is tangibles, E is Empathy and R is responsiveness. 
The researcher used the above model to establish the contribution of management practices towards the   quality of public transport bus service in Uganda.
In the above model, reliability is generally defined as the ability to be depended on (online dictionary). However, in this study, reliability was defined as the ability of a bus/ bus company  to adhere to a schedule or maintain regular headways and a consistent travel time, in other words, as “arriving as planned” which is an essential element to ascertain the quality of service on that route. 
 In the model, Assurance is defined as a pledge or promise. In this study, service assurance was taken to mean that the staffs have necessary business knowledge and courtesy that inspires trust and confidence in the passengers. 
The model defines tangibility as having actual physical existence.  In the study, the notion tangibles   meant the presence of a well maintained fleet of buses and other physical enmities such as well-established booking offices, passenger waiting shed with the essential facilities like washrooms and luggage store. The model also defines empathy   as identifying with or having feelings of another person. In this study, empathy meant the presence of caring staff that provide individualized attention to the passengers. Responsiveness is defined in the model as   reacting favourably. In this study, responsiveness designated that a bus operator was always available and willing to help the passengers in case the bus they are travelling in got a problem. For instance, operators would readily deploy  stand-by buses to enable passengers continue to their destinations in case the bus they are travelling in gets a mechanical problem.
[bookmark: _Toc341533624][bookmark: _Toc341533682][bookmark: _Toc58322826]1.1.4 Contextual Background
The liberalization of the public transport service sector gave rise to large numbers of local and foreign bus service operators.  According to available statistics from Transport Licensing Board (TLB), the number of privately owned buses operating in Uganda rose from less than 100 in 2000 to more than 800 in 2012.  However, as these public transport operators expanded and matured, the quality of service has dwindled down with public being left with no option but to accept what is offered.  The current level of public transport service being offered to the public is very low.  A random pick on public bus passengers in Uganda revealed that the passengers are not satisfied with the public bus service provided.   This dissatisfaction was echoed during the public hearing workshops organized by Transport Licensing Board. At the moment in Uganda, there are no preconditions for licensing a public transport operator. The operator neither needs any management skills nor experience in public transport operations. The service quality that the passengers receive is largely dependent on operator perception of the business.  
[bookmark: _Toc354306550][bookmark: _Toc353963582][bookmark: _Toc341533683][bookmark: _Toc341533625][bookmark: _Toc58322827]1.2 Statement of the Problem
In mid 1980s, the Government of Uganda divested itself from direct involvement in public transport provision by winding up of UTC and UPTC companies.  It encouraged and supported private sector investment in the transport industry thereby allowing the market forces of demand and supply to inform the public transport industry. The above policy intervention by Government was intended to bring about improved quality of public transport service provision through better management and providing services attuned to the competitive world of global trade, among others, (Dewenter and Malatesta (1997)).  
 According to statistics from Transport Licensing Board- Ministry of Works and Transport, over 800 licenced buses plied the Ugandan roads in 2012.  The management of these bus operators largely depends on their individual management practices and perceptions of the business; giving rise to varying levels of service quality. Public transport bus service in Uganda is still perceived by many as not being good enough (Public hearing Workshop at Kyambogo by Transport Licensing Board, 2012). 
Although it is a generally believed notion that poor management leads to poor performance (Onuwa.W, 2008) many researchers have not articulated the extent of this relationship. 
The researcher, therefore, sought to establish the extent of this relationship i.e. the contribution of management practices towards the quality of public bus transport service in Uganda.
[bookmark: _Toc341533626][bookmark: _Toc341533684][bookmark: _Toc353963583][bookmark: _Toc354306551][bookmark: _Toc58322828]1.3 General Objective
[bookmark: _Toc341533627][bookmark: _Toc341533685] To investigate the contribution of management practices towards the quality of public transport service in Uganda.
[bookmark: _Toc341533630][bookmark: _Toc341533688][bookmark: _Toc353963585][bookmark: _Toc354306553][bookmark: _Toc58322829]1.4 Specific Objectives
1. To explore the extent to which   planning function   contributes towards the quality of public transport service in Uganda.
2. To examine the extent to which the organizing function contributes towards the quality of public transport service in Uganda.
3. [bookmark: _Toc341533628][bookmark: _Toc341533686]To investigate whether the control function contributes towards the quality of public transport service in Uganda. 
[bookmark: _Toc58322830]1.5 Research Questions
1. To what extend does planning affect the quality of public transport service in Uganda?
2. To what extent does the organizing function influence the quality of public transport service in Uganda?
3. To what extent does the control function of management affect the quality of public transport service in Uganda?
[bookmark: _Toc341533629][bookmark: _Toc341533687][bookmark: _Toc353963584][bookmark: _Toc354306552][bookmark: _Toc58322831]1.6 Hypothesis of the Study
1. Planning  influences the quality of public transport service.
2. There is a positive relationship between organizing and quality of public transport service. 
3. Management control positively affects the quality of public transport service.

[bookmark: _Toc58322832]1.7 Conceptual Framework
Figure: 2 Conceptual Framework showing the effects of management on the quality of   public transport service.  	
IV: MANAGEMENT					DV:  QUALITY OF SERVICE
             		 							 PLANNING
· Route Viability
· Vehicle Standard   


 
SERVICE QUALITY
·  Reliability  
· Assurance
· Safety    
· Fare stability
ORGANISING
· Establish management  structures  
· Staff recruitment







CONTROLLING
· Review of performance measure indicators
· Service Evaluation 





Source: Adapted from Henri Fayol’s classic administrative management theory and the SERVQUAL model (Parasuraman et al. (1988) and modified by the researcher  

The conceptual framework as seen above   illustrated the relationship between the Independent Variable (IV) and Dependent Variables (DV). This study was based on the SERVQUAL model (acronym RATER where R-Reliability, A-Assurance, T-Tangibles, E-Empathy, R-Responsiveness) for the purpose of measuring the service quality of public transport. In this study, the term reliability was defined as on-time performance (OTP) and regularity between successive vehicles. Assurance was defined as the knowledge and courtesy of employees and their ability to convey trust and confidence. Tangibles, in this study were defined as the available physical facilities (rest /wash rooms) and vehicles. Empathy was defined as the provision of caring, individualized attention to passengers and responsiveness was taken to mean the willingness to help passengers and to provide prompt service.
[bookmark: _Toc58322833]1.7.1 Planning 
In this study planning was defined by two indicators namely route variability and vehicle standards.  Route viability was defined as the process of conducting the initial route survey to establish the passenger potential and characteristics. Vehicle standard involved the selection of vehicle parameters such bus model, design, carrying capacities and mechanical condition of the buses.  Route viability influenced service coverage, scheduling and capacity utilisation which in turn   influences the service reliability. Vehicle standard impacted on safety and security of the passenger, comfort while onboard and vehicle serviceability among others. As explained   above, proper planning of the public transport service influenced the service quality provided to the public.  
[bookmark: _Toc58322834] 1.7.2 Organising
Louis A. Allen as quoted by Gupta( 2009), defines  Organising  as  the process of identifying and grouping the work to be performed, defining and delegating responsibility and authority and establishing relationships for the purpose of enabling people to work most effectively together in accomplishing objectives. It involves setting up of organisationl structures, recruiting and assigning responsibilities. Edwin.B. Flippo as quoted by Gupta( 2009), defines recruitment as the process of searching for prospective employees and stimulating them to apply for jobs in the organisation.  In the study, it was found out that well-established management structures and right recruitment policies that put right people in right positions played a significant role in the delivery of quality service. 
[bookmark: _Toc58322835]1.7.3 Controlling
Controlling is a management function that involves comparing actual performance with planned performance and taking corrective action if needed, to ensure the objectives are achieved. For the purpose of transit service planning, tracking performance at the individual route level enables transit planners to make good decisions concerning transit service.  
In this study, it was found out that by registering, understanding and promptly responding to   passenger complaints and suggestions was very much appreciated and taken as a sign of quality   service. 

 1.7.4 Quality of Service  in Public Transport
Holmberg and Hydén (1996, p.111) as cited by Yorgos K.Voukas noted that public transport service quality seen from a passengers’ point of view hinged around accessibility, convenience and safety and security. Accessibility involved aspects related to frequency of service, travel time and reliability. It also included the situation for passengers with special needs due to different kinds of disabilities. Convenience involved comfort aspects on board the vehicle as well as at the bus stop, possibilities to change transport means and the road standard to and from the bus stop. Safety included traffic safety but also safety concerned itself with violence and abuse on board and when waiting at the bus stop. 
All the above mentioned public transport service quality attributes were found to be derivatives of sound management practices.

[bookmark: _Toc341533631][bookmark: _Toc341533689][bookmark: _Toc353963586][bookmark: _Toc354306554]  1.8 Significance of the Study	
This research is of significant value in terms of the following aspects:-
1. The findings may help the bus operator improve the quality of their service provision.
2. Findings to this study will enable Government make relevant policy changes intended to improve the quality of service in the public transport sector. 
3. To the researcher will get more in-sight on matters relating to public transport management.
[bookmark: _Toc58322836]1.9 Justification of the Study
In Uganda, road transport carries over 99% of passenger traffic (Presentation on Non-Motorised Transport Policy (NMT) Initiatives in Uganda- Ministry of Works and Transport, 2012). This is because the country lacks a well-developed rail, water and air public transport systems. It is for this reason that the public bus transport system is the most dominant means of mass-transport for passengers in the country. 
In   public bus transport system there are a number of factors that influence the level of service quality bus companies’ offer to their passengers; and management is considered to be one of them.   Therefore this study was an attempt to understand the extent to which management practices of bus operators influence the quality of service. Results from this study will not only add to the body of knowledge regarding  the extent to which management practices  affect the service quality in public transport sector but also inform the operators, passengers and Government on what ought to be done to improve the level of service.
Improving the quality of service in the public transport sector will benefit the majority of the travelling public especially those in low income bracket. A more effective and accessible public transport service allows people to travel cheaply and safely thus improving of their livelihood and consequently contributing to national development.  



[bookmark: _Toc341533633][bookmark: _Toc341533691][bookmark: _Toc353963587][bookmark: _Toc354306555][bookmark: _Toc341533634][bookmark: _Toc341533692][bookmark: _Toc353963588][bookmark: _Toc354306556] 1.10 Scope of the Study
1.10.1	Geographical Scope
The study area covered selected bus operations covering the entire country. The decision to have the scope cover the entire country has been necessitated by the fact that even a single transport provider can operate between two extreme towns in the country (e.g. Arua-Kabale) thus making the geographical scope country-wide.  
[bookmark: _Toc341533635][bookmark: _Toc341533693][bookmark: _Toc353963589][bookmark: _Toc354306557][bookmark: _Toc58322837]1.10.2 Time Scope
The study covered the period of 2 months which was enough to investigate the study problem.
[bookmark: _Toc341533636][bookmark: _Toc341533694][bookmark: _Toc353963590][bookmark: _Toc354306558][bookmark: _Toc58322838]1.10.3 Content Scope
The researcher   concerned himself with the application of Henri Fayol’s management function to the private bus management practices. Under the planning function, the researcher limited himself to aspects affected by the route quality and vehicle selection. When considering the organising function, the researcher   looked at issues of the top management of the company and driver recruitment. Then under the controlling function, the researcher looked at issues that affect   performance measures and service evaluation.


[bookmark: _Toc341533638][bookmark: _Toc341533696][bookmark: _Toc353963591][bookmark: _Toc354306559][bookmark: _Toc58322839]CHAPTER TWO
[bookmark: _Toc335653528][bookmark: _Toc331156530][bookmark: _Toc341533639][bookmark: _Toc341533697][bookmark: _Toc353963592][bookmark: _Toc354306560][bookmark: _Toc58322840]LITERATURE REVIEW  
[bookmark: _Toc335653529][bookmark: _Toc331156531][bookmark: _Toc341533640][bookmark: _Toc341533698][bookmark: _Toc353963593][bookmark: _Toc354306561][bookmark: _Toc58322841]2.0 Introduction 
[bookmark: _Toc341533583][bookmark: _Toc341533641][bookmark: _Toc341533699][bookmark: _Toc341533872][bookmark: _Toc344479316][bookmark: _Toc344566989][bookmark: _Toc345256492][bookmark: _Toc348540737][bookmark: _Toc353963594][bookmark: _Toc354306562][bookmark: _Toc375319724][bookmark: _Toc375321405][bookmark: _Toc375322162][bookmark: _Toc375323149][bookmark: _Toc375324569][bookmark: _Toc375324950][bookmark: _Toc375328493][bookmark: _Toc376417808][bookmark: _Toc376858264][bookmark: _Toc376948939][bookmark: _Toc377635201][bookmark: _Toc377638406][bookmark: _Toc377638844][bookmark: _Toc377978337][bookmark: _Toc379537835][bookmark: _Toc379539843][bookmark: _Toc379551023][bookmark: _Toc379552392][bookmark: _Toc58322842]This chapter is devoted to the review of the relevant literature on the management practices of public transport bus operators and quality of service provision. The chapter also concerns  itself with highlighting earlier scholarly and other materials on public transport management practices and processes and their impact on the quality of public transport bus service provision in Uganda, so as to explore the various research gaps. Review of literature was dealt with by basing on the three objectives of this study acting as section titles. However, the main problem encountered in the review of literature was scanty literature specific to the management of public transport bus service in Uganda and its implications to social service provision.
[bookmark: _Toc341533642][bookmark: _Toc341533700][bookmark: _Toc353963595][bookmark: _Toc354306563][bookmark: _Toc58322843]2.1 Theoretical Review
A large number of scholars have contributed towards the development of modern management and indeed they have advanced various management theories in this undertaking. However, this research got its theoretical underpinnings from the works of Henri Fayol (1841-1925) who advanced an approach to management known as Functional or Process Approach. Some of other notable contributors to this approach are Mary Parker Follet (1868-1933) and Lyndall Urwick (Chadan, 1987). However, the theory has had a number of criticisms.  One of the criticisms is that this theory is more inclined on organizations as a whole rather than individuals and particular areas.  It also promotes a top-down management control system which discourages today’s team-approach system which is considered to be ideal.
However, one of the advantages of this theory is that it devises a methodology for how management should operate. It encourages division of labour where tasks are completed more quickly and efficiently. In addition, it creates a leadership style where employees take direction and command which may also involve inspiring them to put forth unified effort to achieve objectives
The theory demonstrates the importance of the planning, organizing, directing, coordinating, and controlling functions in management. Similarly, for the public transportation bus operators to be successful, they need effective planning organising and controlling. This underpins the choice of the theory for the study.
[bookmark: _Toc353963596][bookmark: _Toc354306564][bookmark: _Toc58322844]2.2 The Contribution of Planning towards the Quality of Public Transport Service 
[bookmark: _Toc353963597][bookmark: _Toc354306565][bookmark: _Toc58322845]2.2.1 Route Viability and Quality of Public Transport Service 
A route is said to be viable if it has enough passengers to make the operations of the bus break-even. Passenger   availability influences operational issues like service frequency, the number of buses, accessibility and travel times. These issues, acting individually or in combination, have a significant impact on the quality of public transport service provided on that route.
Tyrinopoulos and Antoniou (2008) (as cited in Eboli & Mazzulla, 2012) stressed the importance of the role played by service frequency in transport services. The two scholars affirmed that service frequency is one of the most important attributes in any transport services. Guihaire & Hoa, (2008) (as cited in Niyonsenga, 2012) public transport route network should be able to cover a large service area, easily accessible and should be able to meet the demand; which are indicators of public transport service delivery quality.
 However, the two scholars did not articulate the linkage between quality-service attributes to the operators’ management practices.
The study findings revealed that adequate route viability assessment not only improved quality of service through reliability and accessibility but also increased passenger loyalty to particular bus operators. 
[bookmark: _Toc353963598][bookmark: _Toc354306566][bookmark: _Toc58322846] 2.2.2 Vehicle Standards and the Quality of Public Transport Service 
In public transport, vehicle standards refers to operational planning aspects of operating vehicles such as vehicle assignment, vehicle utilization and vehicle mechanical condition, among others.  It is only a well maintained fleet that can offer a reliable, safe and reliable public transport service. 
Turnquist and Blume (1980), (as cited in Eboli & Mazzulla, 2012), observed that service reliability is   one of the most important aspect considered by passengers in evaluating the quality of service.  Liden et al. (2008) (as cited in Budiono, 2009) observed that public transport in Indonesia is delivering poor service quality due to poor maintenance of fleet.   Thornburn (as cited in Afful, 2011) also observed that public transport services are in Ghana are regarded poor by passengers because most public vehicles are generally, old, poorly maintained, uncomfortable and normally over crowded. 
Much as the researcher contends that similar situations do exist here in Uganda as in Indonesia and Ghana, the writers did not go further to provide the causes of their observations. For instance, whether management practices could have been the cause of poor fleet maintenance.   The research findings showed that it was entirely upon the decision of the operator on which bus models and carrying capacities to purchase. In an interview with the bus managers on how the operators choose the bus models in their fleet, they noted that:
“Most of these bus operators operate as sole proprietors. They make own decisions on almost everything in their business.”
Asked about the repercussions of these “sole proprietor” decisions on the quality of service, the bus managers responded that:
“Most of our bosses don’t even know what customer /passenger service is all about. For them, what they want to see is  their money at the end of the day”.  
Also it was established that most operators decide on the maintenance strategy, either preventive or repair for their fleet. This usually led to buses abruptly breaking-down on the way leaving passengers stranded or calling for a rescue bus. 
[bookmark: _Toc341533647][bookmark: _Toc341533705][bookmark: _Toc353963599][bookmark: _Toc354306567][bookmark: _Toc58322847]2.3 The Contribution of Organizing towards the Quality of Public Transport Service 
[bookmark: _Toc353963600][bookmark: _Toc354306568][bookmark: _Toc58322848]2.3.1 Management Structures and the Quality of Public Transport Service 
 G.Bell, et al (1984) noted that there are many examples of highly successful operators with no formal management training but most observers would agree that there is a need for greater knowledge of planning, costing and accounting skills.
Bhattacharyya et al (1995) and Kumbhakar et al (1996) as cited in Deb (2008) found out that, in India, organizational structure affected efficiency of public bus transport service. They however, said that it was not clear how the management structure affects service delivery.
Watson, 2004 as cited in (Smit & Watkins, 2012) observed that lack of managerial skills and training is an important cause of enterprise failure. 
In Uganda, the majority of the buses companies are owned by individuals who have no formal management training but occupy the positions of Chairmen or Managing Directors or General Managers in those companies’ organizational structures. 
The study findings showed that managerial skills exercised in these companies are influenced largely by the owners’ perceptions of the business and analysis of the business environment.
[bookmark: _Toc353963601][bookmark: _Toc354306569][bookmark: _Toc58322849]2.3.2 Recruitment and the Quality of Public Transport Service 
[bookmark: _Toc377635209][bookmark: _Toc377638414][bookmark: _Toc377638852][bookmark: _Toc377978345][bookmark: _Toc379537843][bookmark: _Toc379539851][bookmark: _Toc379551031][bookmark: _Toc379552400][bookmark: _Toc353963602][bookmark: _Toc354306570][bookmark: _Toc375319732][bookmark: _Toc375321413][bookmark: _Toc375322170][bookmark: _Toc375323157][bookmark: _Toc375324577][bookmark: _Toc375324958][bookmark: _Toc375328501][bookmark: _Toc376417816][bookmark: _Toc376858272][bookmark: _Toc376948947][bookmark: _Toc58322850] Budiono (2009) contends that most drivers in developing countries are low-skilled and  usually ignorant of passenger’s safety on the road. He further noted that, their pay depends on the sales of the day; and such salary systems lead to driving too fast in order to compete with another driver in order to get higher number of passenger and thus secure the chance of getting more pay. Accidents have been reported to occur because of lack of driver training, lack of discipline and poor vehicle maintenance. 
[bookmark: _Toc377635210][bookmark: _Toc377638415][bookmark: _Toc377638853][bookmark: _Toc377978346][bookmark: _Toc379537844][bookmark: _Toc379539852][bookmark: _Toc379551032][bookmark: _Toc379552401][bookmark: _Toc58322851]The study findings have shown that management practices of the bus operators exacerbate the situation. There are operators who are said to only employ drivers   that   are known to be speedy. Statistics from Uganda Police showed that over speeding is one of the major causes of road traffic crashes (Annual Traffic Police Report, 2012). It was found out that on some    occasions   recruitment in this sector was influenced by nepotism practices. When the managers were asked to comment on this practice, they said:
	“The bus operators prefer to employ their relatives whom they think will not cheat 
	them”.
[bookmark: _Toc353963603][bookmark: _Toc354306571][bookmark: _Toc58322852]2.4 The Contribution of Controlling towards the Quality of Public Transport Service 
[bookmark: _Toc353963604][bookmark: _Toc354306572][bookmark: _Toc58322853]2.4.1 Performance Measure and the Quality of Public Transport Service 
The provision of cost efficient and effective public transport bus service is the basic premise upon which transit service is developed and the goal that all public transportations agencies strive to achieve. To attain this goal, public transport agencies must design their services around clear and defined principles, as well as a process to monitor the results achieved and to respond accordingly. This requires service design standards, an effective performance measurement system, and a systematic and continuous service evaluation methodology. Public transport providers use performance data and service standards for monitoring performance and for making service planning decisions. Boile (2001) as cited in (Metri, 2006)  stresses that public transport companies have to measure and monitor the performance of the services they provide in terms of accessibility, safety, mobility, financial effectiveness, and service efficiency.   
[bookmark: _Toc353963605][bookmark: _Toc354306573][bookmark: _Toc58322854]2.4.2 Service Evaluation actions and the Quality of Public Transport Service 
 Public transport providers set up specific service evaluation policies to address substandard performance. Bygrave (2004), as cited in Briggs (2009) says that control checks are crucial in the progress of business activities and plans such that necessary and constructive adjustments so as to accommodate any environmental changes. Briggs (2009) acknowledges that a significant number of Ugandan indigenous traders do not employ strategic planning which implies that they are also deficient in effective control system.
Study findings showed that much as passengers’ complaints were handled, the bus operator management don’t  carry out service evaluation surveys on their own.
[bookmark: _Toc353963606][bookmark: _Toc354306574][bookmark: _Toc58322855]2.5 Summary of Literature Review
A review of the above literature shows that most writers were preoccupied with highlighting various problems facing the transport sectors of various countries including Uganda. Most writers simply noted the existence of the problems without attempts to give alternatives or solutions; a situation which the current researcher sought to address by considering better management practices of planning, organizing and controlling. Further still, large volume of literature unduly focused on transportation issues in developed nations whose operating environment is totally different from ours in Uganda. During the study, it was found out that not much study has been done on public transport in Uganda.


[bookmark: _Toc341533651][bookmark: _Toc341533709][bookmark: _Toc353963607][bookmark: _Toc354306575][bookmark: _Toc58322856]CHAPTER THREE
[bookmark: _Toc335653533][bookmark: _Toc331156535][bookmark: _Toc341533652][bookmark: _Toc341533710][bookmark: _Toc353963608][bookmark: _Toc354306576][bookmark: _Toc58322857]METHODOLOGY
[bookmark: _Toc335653534][bookmark: _Toc331156536][bookmark: _Toc341533653][bookmark: _Toc341533711][bookmark: _Toc353963609][bookmark: _Toc354306577][bookmark: _Toc58322858]3.0 Introduction
This chapter highlights the methods and procedures that were used by the researcher to gather process and analyze data. It also gives a brief description of the study population, research design, sampling techniques, data collection method and instruments as well as the   constraints encountered.
[bookmark: _Toc335653535][bookmark: _Toc331156537][bookmark: _Toc341533654][bookmark: _Toc341533712][bookmark: _Toc353963610][bookmark: _Toc354306578][bookmark: _Toc58322859]3.1 Research Design 
[bookmark: _Toc341533597][bookmark: _Toc341533655][bookmark: _Toc341533713][bookmark: _Toc341533886][bookmark: _Toc344479323][bookmark: _Toc344567005][bookmark: _Toc345256508][bookmark: _Toc348540753][bookmark: _Toc353963611][bookmark: _Toc354306579][bookmark: _Toc375319741][bookmark: _Toc375321420][bookmark: _Toc375322179][bookmark: _Toc375323166][bookmark: _Toc375324586][bookmark: _Toc375324967][bookmark: _Toc375328510][bookmark: _Toc376417825][bookmark: _Toc376858281][bookmark: _Toc376948956][bookmark: _Toc377635219][bookmark: _Toc377638424][bookmark: _Toc377638862][bookmark: _Toc377978355][bookmark: _Toc379537853][bookmark: _Toc379539861][bookmark: _Toc379551041][bookmark: _Toc379552410][bookmark: _Toc58322860]A case study research design was adopted that  involved the use of quantitative and qualitative methods. The motivation for adopting a case study design was affirmed by the view given by Good (1963), who perceived a case study as an intensive investigation of the case unit, with respect to initial status, looking forward for remedial or development treatment. Using selected bus operators, the researcher   studied the contribution of  management practices by private bus operators  towards the quality of  public transport    service. The obtained results were used to  derive    generalized inferences  to the rest of other bus operators in the country.
[bookmark: _Toc335653536][bookmark: _Toc331156538][bookmark: _Toc341533656][bookmark: _Toc341533714][bookmark: _Toc353963612][bookmark: _Toc354306580][bookmark: _Toc58322861]3.2   Study Population
The target population   consisted of all passengers of public transport operators in Uganda. The current number of private bus operators (excluding inter-state bus companies) is 120 owning 648 buses (see list in Annex 1). Using Statistics and projections from Transport Licensing Board (see Appendix 2), there are about 22,000 passengers that use buses as public transport means daily in Uganda.
[bookmark: _Toc335653538][bookmark: _Toc331156540][bookmark: _Toc331103713][bookmark: _Toc319490273][bookmark: _Toc341533657][bookmark: _Toc341533715][bookmark: _Toc353963613][bookmark: _Toc354306581][bookmark: _Toc58322862]3.3. Sample Size and Selection
[bookmark: _Toc319490276][bookmark: _Toc319489537]In this study, the researcher adopted two steps of sampling.  The first step   consisted of selecting a few bus operators from the entire population of bus operators in Uganda. The next step was to select some passengers from the passenger population in the selected   bus operators.
Due to logistical considerations, the researcher   used a study population comprising of passengers from 20 public transport bus operators. From that study population, a sample of 10 passengers was selected, from each bus, to which a questionnaire was administered.   The distribution of all the respondents is given in Table 1 below
[bookmark: _Toc335653539][bookmark: _Toc331156541][bookmark: _Toc331103714][bookmark: _Toc319490275][bookmark: _Toc341533658][bookmark: _Toc341533716][bookmark: _Toc353963614][bookmark: _Toc354306582][bookmark: _Toc58322863]3.4 Sampling Techniques and Procedure 	
[bookmark: _Toc58322864]3.4.1 Bus operators
[bookmark: _Toc319490274][bookmark: _Toc319489535][bookmark: _Toc319490277][bookmark: _Toc331156542]To select the study subjects (i.e. passengers of the selected 20 bus operators), the researcher   first selected the 20 bus operators using a systematic random sampling technique.  All the names of the 120 public transport bus operators in Uganda were listed in an alphabetic order and the bus operator at the nth position was selected. 
Sample selection interval, n	 =	N/x
				 =	120/20
				= 	6
Where, N is the total number of buses and x is the sample size.
[bookmark: _Toc58322865]3.4.2 Bus Passengers 
The respondents comprised of 200 persons got by selecting 10 passengers from each of the selected 20 public transport bus operators. This number was selected by considering the first 10 passengers to enter each bus.
[bookmark: _Toc58322866]3.4.3 Other respondents (Bus Managers and Government Regulators)
[bookmark: _Toc310785818] Bus managers and Government regulators were purposively selected. Purposive sampling enabled the researcher to identify respondents that have a clear understanding of the research problem. The choice to use purposive sampling, was further motivated by the observation made by Kakooza (2002), where he argued that purposive sampling enables the researcher to select a sample that is just convenient for his/her study.   
Table 1: Sample Structure
	[bookmark: _Toc335653540][bookmark: _Toc341533659][bookmark: _Toc341533717]Category of Respondents
	Population
	Sample size
	(%)
	Sampling technique

	Passengers (average no. passengers/bus/day is 34)             
	680
	200
	29.4
	Random sampling

	Bus Managers  
	20
	10
	50
	Random sampling

	 Government Regulators : Sec.TLB 
	1 
	 1
	100
	Purposive

	Total  
	701 
	223
	30.1
	


[bookmark: _Toc376858288][bookmark: _Toc376948963][bookmark: _Toc377635226][bookmark: _Toc377638431][bookmark: _Toc377638869][bookmark: _Toc377978362][bookmark: _Toc379537860][bookmark: _Toc379539868][bookmark: _Toc379551048][bookmark: _Toc379552417][bookmark: _Toc58322867]Source: Transport Licensing Board-Ministry of Works and Transport (November 2012)
[bookmark: _Toc353963615][bookmark: _Toc354306583][bookmark: _Toc58322868]3.5   Data Collection Methods
[bookmark: _Toc335653544][bookmark: _Toc331156546][bookmark: _Toc341533660][bookmark: _Toc341533718][bookmark: _Toc353963616][bookmark: _Toc354306584][bookmark: _Toc58322869]3.5.1 Documentary Review
The researcher   consulted various published and unpublished documents about the problem under investigation, in order to detect knowledge gaps. Secondary data was deemed useful, because it   affirmed some ideas the researcher want to provide for evidence. 
[bookmark: _Toc335653545][bookmark: _Toc331156547][bookmark: _Toc331103719][bookmark: _Toc319490283][bookmark: _Toc341533661][bookmark: _Toc341533719][bookmark: _Toc353963617][bookmark: _Toc354306585][bookmark: _Toc58322870]3.5.2 Observation 
This observation method was used throughout the study. The method was very vital in that it enabled the researcher to capture vital observable reality. Data captured using this tool was used to supplement on the already gathered primary data.
[bookmark: _Toc341533663][bookmark: _Toc341533721][bookmark: _Toc353963618][bookmark: _Toc354306586][bookmark: _Toc58322871]3.5.3 Key Informants Interview 
The researcher   formulated a set of questions based on the objectives. These questions were    used to capture the views of particular people that were  well cognizant with  public transport management.    

[bookmark: _Toc347176619][bookmark: _Toc347176721][bookmark: _Toc366881080][bookmark: _Toc366881242][bookmark: _Toc366881586][bookmark: _Toc368585323][bookmark: _Toc368585506][bookmark: _Toc368585719][bookmark: _Toc368585911][bookmark: _Toc369449516][bookmark: _Toc369641361][bookmark: _Toc369642666][bookmark: _Toc335653541][bookmark: _Toc331156543][bookmark: _Toc331103715][bookmark: _Toc319490279][bookmark: _Toc341533664][bookmark: _Toc341533722][bookmark: _Toc353963619][bookmark: _Toc354306587][bookmark: _Toc58322872]3.5.4 Questionnaire Survey
The study used a questionnaire survey approach to collect primary data from the passengers in the twenty selected buses operators. The questions asked in the questionnaire are intended to investigate the contribution of management practices, by operators, towards the quality of public transport service. The justification of the use of questionnaire survey was that the variables cannot be observed by the researcher such as views, opinions, perceptions and feelings and have to be got from other people.  The questionnaire survey approach was also thought to be less expensive in terms of data collection (Amin, 2005). The respondents made their responses by ticking their answers on the questionnaire. The questionnaires were administered by a team of research assistants that I had given prior briefing on the nature of the research. The questionnaires were issued to 200 passengers on 20 buses.  
[bookmark: _Toc58322873]3. 6 Data Collection Instruments
[bookmark: _Toc335653542][bookmark: _Toc331156544][bookmark: _Toc331103716][bookmark: _Toc319490280][bookmark: _Toc341533665][bookmark: _Toc341533723][bookmark: _Toc353963620][bookmark: _Toc354306588][bookmark: _Toc58322874]3.6.1 Questionnaire
[bookmark: _Toc345256518][bookmark: _Toc348540763][bookmark: _Toc353963621][bookmark: _Toc354306589][bookmark: _Toc375319751][bookmark: _Toc375321433][bookmark: _Toc375322192][bookmark: _Toc375323179][bookmark: _Toc375324599][bookmark: _Toc375324980][bookmark: _Toc375328523][bookmark: _Toc376417838][bookmark: _Toc376858296][bookmark: _Toc376948971][bookmark: _Toc377635234][bookmark: _Toc377638439][bookmark: _Toc377638877][bookmark: _Toc377978370][bookmark: _Toc379539876][bookmark: _Toc379551056][bookmark: _Toc379552425][bookmark: _Toc379537868][bookmark: _Toc58322875]Self-administrated questionnaires were used as one of the major instruments for obtaining primary data. The researcher employed two(2) research Assistants who administered  the questionnaire   to 10 passengers in each of the 20   selected bus operator   ( Appendix 3). 


[bookmark: _Toc335653543][bookmark: _Toc331156545][bookmark: _Toc341533666][bookmark: _Toc341533724][bookmark: _Toc353963622][bookmark: _Toc354306590]
[bookmark: _Toc58322876]3.6.2 Interviewing Guide

[bookmark: _Toc331103718][bookmark: _Toc319490282]The researcher   interviewed respondents using pre-set interview questions based on the study objectives. This instrument was used, in order to gather data from the key informants. The researcher also employed in-depth interviews and probing questions, to collect data from key informants namely: - Bus Managers from ten (10) Public Transport Operators   and a staff from the Government department that regulates public transport in the Uganda i.e. Transport Licensing Board (TLB)   (Appendix 4)
[bookmark: _Toc341533667][bookmark: _Toc341533725][bookmark: _Toc58322877] 3.6.3 Observation Checklist
The researcher used a passive participation approach where he acted as a bystander. He used a prepared observation-checklist to examine a set of issues as they happened in the field. These observations   added vital reality to the study. (Appendix 6)
[bookmark: _Toc335653546][bookmark: _Toc331156548][bookmark: _Toc319490284][bookmark: _Toc341533669][bookmark: _Toc341533727][bookmark: _Toc353963623][bookmark: _Toc354306591][bookmark: _Toc58322878]3.7 Validity and Reliability 
[bookmark: _Toc58322879]3.7.1 Validity
Validity refers to the faithfulness of the findings or the extent to which the instrument is relevant in measuring what it is supposed to measure (Amin, 2005). Validity can be ascertained through comparing research tools, to others whose validity is already known. However, in this study, the validity of the instrument was tested using the Content Validity Index(CVI). Only variables that scored more than 0.70 were accepted for this study.  In this study, the Content Validity Index was established by giving questions in the study to some selected persons known to be well informed about public transport in Uganda and then getting their respective positions on each.  
 The CVI was then computed using the formula: 
CVI	=	R/T	; where R are those considered relevant and T is the total number of item under each variable i.e. T=(R+N+IR).
 Where R = Relevant,
 N = Neutral, 
IR =   Irrelevant.   
[bookmark: _Toc347176629][bookmark: _Toc366881252][bookmark: _Toc366881596][bookmark: _Toc368585333][bookmark: _Toc368585516][bookmark: _Toc368585921][bookmark: _Toc369449525][bookmark: _Toc369641370][bookmark: _Toc369642675][bookmark: _Toc377638882][bookmark: _Toc327803180][bookmark: _Toc58322880]Table 2: Content Validity Index Results 
	No
	Variable 	
	No. of items 
	No of items declare valid 
	CVI 

	1
	Planning: Route quality and vehicles standards 
	8
	 6
	0.750

	2
	Organising: Organisational  Structure and Staff Recruitment
	6
	5
	0.833

	3
	Controlling: Service Evaluation and Response 
	6
	5
	0.833

	4
	Service Quality
	5
	5
	1.00



Source: Expert judgment 

In the above  Table 2 , planning in public transport which was  defined using two parameters i.e. route viability /quality assessment and vehicles standards selection was measured using 8 items and it produced a CVI of 0.750. Organising was also defined using two parameters i.e.  setting up of organisational   structure and staff recruitment. It was measured using 6 items and produced a CVI of 0.833. Controlling was defined using the parameters of service evaluation and response.  It was measured using 6 items and produced a CVI of 0.833. Service quality was measured using 5 parameters (under acronym RATER) and yielded CVI of 1.00.
Since all variables under study yielded a CVI above 0.70, it was concluded that the instrument had a high validity hence relevant in this study.
[bookmark: _Toc347176630][bookmark: _Toc347176732][bookmark: _Toc366881091][bookmark: _Toc366881253][bookmark: _Toc366881597][bookmark: _Toc368585334][bookmark: _Toc368585517][bookmark: _Toc368585730][bookmark: _Toc368585922][bookmark: _Toc369449526][bookmark: _Toc369641371][bookmark: _Toc369642676][bookmark: _Toc58322881]3.7.2 Reliability 
Reliability of the tools refers to the extent to which they can generate results   consistently over time and can be reproduced under a similar methodology. (Mugenda & Mugenda, 1999).  In this study, a Cronbach’s alpha coefficient was computed to show how reliable the data is using Software Package for Social Science (SPSS). Only variable scoring above 0.70 were accepted for Social Sciences (Amin,2005). The results are shown in the table below.
	No
	Variable 	
	Number of items 
	Cronbach’s alpha

	1
	Planning: Route quality and vehicles standards 
	8
	0.715 

	2
	Organising: Organisation  Structure and Staff Recruitment
	6
	0.843

	3
	Controlling: Service Evaluation and Response 
	6
	0.843

	4
	Service Quality
	5
	0.976


Table 3: Reliability Test Results
[bookmark: _Toc379552432][bookmark: _Toc331103721][bookmark: _Toc331156550][bookmark: _Toc335653548][bookmark: _Toc319490286][bookmark: _Toc341533670][bookmark: _Toc341533728][bookmark: _Toc353963624][bookmark: _Toc354306592][bookmark: _Toc58322882]Source: Primary Data
[bookmark: _Toc58322883]3.8 Procedure of Data Collection
[bookmark: _Toc341533671][bookmark: _Toc341533729]The researcher   received a letter of introduction from the Department of Management studies, Uganda Management Institute (UMI). After which he proceeded to design the questionnaire, an interview guide and an observation checklist. 
[bookmark: _Toc353963625][bookmark: _Toc354306593][bookmark: _Toc58322884][bookmark: _Toc341533614][bookmark: _Toc341533672][bookmark: _Toc341533730][bookmark: _Toc341533903]3.9 Data Analysis 
[bookmark: _Toc353963626][bookmark: _Toc354306594][bookmark: _Toc58322885]3.9.1 Qualitative Data Analysis
The researcher   extracted only those statements that are relevant or add value to the study objectively. Responses from open-ended questions in the questionnaire, interviews, and personal observation were transformed into themes which were assigned codes. The analysis then involved identifying the implications, conclusions and inferences of qualitative information based on the objectives of the study (Sekeran, 2003).
[bookmark: _Toc353963627][bookmark: _Toc354306595][bookmark: _Toc58322886]3.9.2 Quantitative Data Analysis
Primary data from the field was first edited, to ascertain consistency and accuracy. Using a tally system, data was then be coded into similar categories, and then tabulated into frequency tables. Analysis of quantitative data was based on percentages. The researcher also   used computer applications such as SPPS  in the analysis of primary data.








[bookmark: _Toc58322887]CHAPTER FOUR:
[bookmark: _Toc58322888]PRESENTATION, ANALYSIS AND INTERPRETATION OF RESULTS
[bookmark: _Toc58322889]4.0 Introduction:
This chapter presents the study findings from the questionnaires, interviews, key informant interviews, observations and document review. A description and summary of the behavior and characteristics of the respondents is given, followed by the presentation and discussion of the study findings based on the research objectives. 
[bookmark: _Toc58322890]4.1 Response Rate
[bookmark: _Toc379537883][bookmark: _Toc379539891][bookmark: _Toc379551071][bookmark: _Toc379552441][bookmark: _Toc58322891]The study targeted 200 respondents and a total of 200 questionnaires were given out.  Of these, 199 were accepted and filled, representing a percentage response of 99.5%, which is above the 60% threshold considered adequate in social research. The researcher employed two(2) research Assistants who administered   a questionnaire   to 10 passengers in each of the 20   selected bus operator   ( Appendix 3). These research Assistants worked as Assistant Lecturers at Kampala University (KU).Prior to going to the field, they were well briefed on the scope of the research. The 10 passengers in each bus were selected by considering the first ten passengers to board. However, in case the particular passenger(s) could not read or understand the English language used in the questionnaire, the research Assistant interprets the questions for him/her. Under normal circumstances, a bus takes about 1 hour to leave the park/terminal. This therefore gave enough time for the research assistants to interact with the passengers and have the questionnaires filled.



Table 4: Response rate 
	Item
	No. Questionnaires
	%

	Questionnaires Accepted and filled
	199
	99.5%

	Questionnaires  not Accepted
	1 
	0.5%

	Overall Response  
	199
	99.5%


Source: Primary Data
[bookmark: _Toc58322892]4.2 Findings
The study aimed at examining the contribution of management practices towards the quality of public transport service in Uganda, with a case study of selected 20 private bus operators. In this section, data was analyzed to establish the contribution of planning, organizing and controlling towards the quality of public   transport service in Uganda.
The results were presented in descriptive statistics and in terms of inferential statistics such as correlation and regression analysis. Descriptive statistics were used to describe the characteristics and behavior of the respondents in the study. Correlations were done to establish the direction and relationships between and amongst the variables. Regression analysis was used to determine the influence of the Independent Variable on the Dependent Variable.
[bookmark: _Toc58322893]4.2.1  Background Characteristics of respondents
According to the results on the demographic characteristics, the majorities were male (53%). As far as age of the respondents was concerned, the majority   were in the age range of 26 -40 years which constituted 49%. Also   the majority of the respondents had a minimum level of education at a Tertiary level at 51%.
[bookmark: _Toc58322894]4.2.2 Distribution of Gender
The gender of the respondents   was summarised and the results are shown in the table below 
Table 5:  Distribution of respondents by gender
	Response
	Frequency
	Percent
	Cumulative Percent

	Male
	106
	53
	53

	Female
	92
	46 
	99 

	NR
	1
	1
	100

	Total
	199
	100
	100


Source: Primary Data
Table 5 above shows that 106 (53%) of the respondents were male, 93 (46%) were female and 01 respondent declined to declare his or her gender status. The inference of this gender distribution finding shows that more males are engaged in activities that require travelling with public bus transport than their female counterparts.  
[bookmark: _Toc58322895]4.2.3   Age  Distribution 
The age of the respondents were summarised as in the table below.
Table 6:  Distribution of respondents by age groups
	Response
	Frequency
	Percent
	Cumulative Percent

	<25 years  
	48
	24 
	24 

	26-40 years
	98
	49 
	73 

	41-55 years
	36
	18 
	91 

	56 ≥
	11
	6 
	97

	NR
	6
	3 
	100 

	Total
	199
	100
	100


Source: Primary Data
From the above table (Table 6), 48 respondents (24%) were of age  25 years and below, 98 respondents (49%) were between the  age of  26-40 years, 36 respondents ( 18% ) were between the  age of  41-55, 36 respondents (6%) were of age of  56 years and above with 7 respondents( 3%) noted as  non-responsive.  As can be seen, the majority of the respondents lie between the age ranges of 26-40 years (49%). The implication of this finding shows that most of the people who use public bus transport are in the productive age group of the society. Therefore providing a descent public transport service for such a productive age group of the Ugandan population is very important for   socio-economic development.
[bookmark: _Toc58322896]4.2.4   Education level of the  rrespondents 
The education level distribution of the respondents was found and the results are summarised   in the table below.
Table 7:   Education level distribution of respondents 
	Response
	Frequency
	Percent
	Cumulative Percent

	Primary
	10
	5 
	5

	Secondary
	50
	25  
	30

	Tertiary
	101
	51 
	81

	NR
	38
	19  
	100

	Total
	199
	100
	100


Source: Primary Data
The above table (Table 7) shows that the education level of the respondents was distributed as 5% primary, 25% secondary, 51% tertiary and 19 % who did not respond to the question. The above findings showed that 76% (25% + 51%) of the respondents had a minimum of secondary school level of education. The significance of this finding is that the majority of the people who responded to the questionnaire knew how to read and write; and therefore responded correctly to the questions.
[bookmark: _Toc58322897]4.2.5 Regularity of travel by public bus transport of respondents 
The researcher also found out with the use of the questionnaires how often   the respondents’ use of public bus transport   means. The results of the findings are summarised in the table below.
Table 8:   Travel regularity of respondents 
	Response
	Frequency
	Percent
	Cumulative Percent

	Yes
	111
	56
	56

	No
	78
	39
	95

	NR
	10
	5
	100

	Total
	199
	100
	100


Source: Primary Data
From the above table (Table 8) it shows that   56 % of the respondents were regular travellers with public bus transport, 39% were non regular travellers and 5% were non-responsive. The significance of this finding to the study is that the majority of the respondents (56%) were   giving their own experience accounts of the service   they receive while using the public transport service and therefore their opinions as expressed in the questionnaire responses represented a real situation on the ground. 
[bookmark: _Toc377635255][bookmark: _Toc377638460][bookmark: _Toc377638898][bookmark: _Toc377978391][bookmark: _Toc379537891][bookmark: _Toc58322898]4.3	Quality of Public Transport Service
[bookmark: _Toc379539899][bookmark: _Toc379551079][bookmark: _Toc379552449][bookmark: _Toc58322899]Good quality bus transport services are seen by passengers to mean affordable fares, good frequency of transport services, on-time performance, and improved safety and security of passengers while on board . This implies that bus operators need to plan his operations well so as to meet these needs.
[bookmark: _Toc379539900][bookmark: _Toc379551080][bookmark: _Toc379552450][bookmark: _Toc58322900]This  also  calls for the proper management of the human resource in the bus company as well as having the required vehicle fleet. Staff must be polite and courteous as well as being able to listen to passenger suggestions and complaint followed by appropriate responses.

When asked for his comment on the quality of public transport service in Uganda, the Ag. Secretary Transport Licensing Board (TLB) who are the regulators had this to say:
“At the moment the Board (TLB) license any applicant that comes with his or her buses. However, the Ministry is contemplating on introducing economic regulation where the prospective bus operator will have to be first vetted to establish his/ her competences and experience in public transport management.  With that measure in place, public transport services are expected to improve greatly”.
4.4 Research Question Number One: To what extent does the planning function   affect the quality of public transport service in Uganda?
When a correlation is between or less than 0.5(≤0.5), this is a weak correlation and greater than 0.5(>0.5), the correlation is strong.  A correlation was done between planning and the quality of public transport service, and the table below gives the results of the findings. 

Table 9: The correlation Matrix Results - Planning and the quality of public transport service in Uganda.
	
	
	
	Planning

	Quality of   services
	
	Pearson Correlation
	.651*

	
	
	Sig. (2-tailed)
	.017

	
	
	N
	200


*. Correlation is significant at the 0.05 level (2-tailed).
 Source: Primary Data

The findings in the above table, (table 9)   reveal a positive relationship between planning score and the quality of public transport bus service in Uganda at a Pearson correlation value of .651 with a significance of  .017  which is less than 0.05(0.017<0.05) level. The researcher therefore rejected the null hypothesis,H0, and took on the alternative and concluded that planning   greatly contributes to the quality of public bus transport service Uganda. 
[bookmark: _Toc379537892][bookmark: _Toc379539901][bookmark: _Toc379551081][bookmark: _Toc379552451][bookmark: _Toc58322901]Adequate planning is a prerequisite to the provision of quality public transport   service.  In this study, the researcher   investigated the extent to which the elements of planning in public transport   service were addressed in an effort to provide a quality   service.

Passengers were asked to rate the adequacy of the bus trips on each route, the convenience of where they are dropped, loading of the bus, comfort, safety and security while onboard, provision of  waiting shelters as well as the promptness/ availability of   rescue bus services. Their responses were summarised in the table below.



Table 10: Planning and the Quality of the Public Transport Service
	Response
	Strongly Disagree

	Disagree

	Agree

	Strongly Agree

	NR

	TOTAL

	Management ensures enough trips on the route
	7 (3.5%)
	30 (15.0%)
	131(65.5%)
	23(11.5%)
	8(4.5%)
	199

	Management ensures  that the bus leaves me at a convenient place to my destination
	8(4.0%)
	33(16.5%)
	122(61.5%)
	27(13.5%)
	9(4.5%)
	199

	 Management  practices    overloaded
	16(8.0%)
	75(37.5%)
	89(45.0%)
	15(7.5%)
	4(2.0%)
	199

	Management has buses that  are comfortable & well ventilated
	5(2.5%)
	37(18.5%)
	131(66.0%)
	20(10.0%)
	6(3.0%)
	199

	Management ensures that I  feel safe and secure when onboard 
	2(1.0%)
	25(12.5%)
	132(66.0%)
	29(14.5%)
	11(6%)
	199

	Management ensures that shelters and waiting are available
	14(7.0%)
	59(30.0%)
	92(46.0%)
	26(13.0%)
	8(4.0%)
	199

	Management provides standby bus incase this one breaks down
	6(3.0%)
	28(14.0%)
	125(62.5%)
	22(11.0%)
	18(9.5%)
	199


Source: Primary Data
The above table (Table 10)   shows that 7(3.5%) of the respondents strongly disagrees that the bus makes enough trips of this route while 30 (15.0%) disagreed. A total of 8(4.5%) did not make any response on the issue while 131 (65.5 %) agreed and 23 (11.5%) strongly agreed. Since the majority, 77.0% agreed (65.5% +11.5%) that the buses were making enough trips on that route, it is inferred that the bus deployment on most of the route is adequate. This means that the majority of the operators conducted a good passenger volume potential assessment on the routes. 
The same table above shows that 8(4.0%) of the respondents strongly disagrees that the bus leaves them at a convenient place to their destination while 33(16.5%) disagreed. A total of 9(4.5%) did not make any response on the issue while 122(61.5 %) agreed and 27 (13.5%) strongly agreed. Since the majority, 75.0% (61.5% +13.5%) agreed, it is inferred that the places where the buses leave the passengers in respect to their respective destinations are manageable.
The significance of this finding is that the majority of the bus operators considered area coverage as an important factor in their service provision planning such that disembarking passengers may not need other transport means to connect to their final destinations.

On whether there is overloading, table 10 above shows that16 (8.0%) of the respondents strongly disagrees that the bus is usually overloaded while 75(37.5%) disagreed and 4(2.0 %) never responded.  89(45.0%) agreed that the bus is usually overloaded while 15(7.5%) strongly agreed that the bus is usually overloaded. Since the small majority 52.50% (45% +7.5%) complained that the buses are usually overloaded it is inferred that the passenger potential slightly exceeds the bus volume on the route. The significance of this finding is that there is still room for a few more buses on the routes to avoid overloading of the passengers. 	
On bus comfort and ventilation, the table shows that 5(2.5%) of the respondents strongly disagrees that they are not comfortable while in the busses while 37(18.5%) disagreed and 6(3.0 %) never responded.  131(66.0%) agreed that they are comfortable while in the busses while 20(10%) strongly agreed that the busses are comfortable. Since the majority 76.0% (66.0% +10.0%) agreed that the buses seats are   comfortable enough. It means that a good number of the bus companies   maintain their buses in good mechanical conditions and also the bus model selection was relevant to Uganda’s conditions. 

On safety and security, it is shown that 2(1.0%) strongly disagreed on feeling safe and secure while on the bus, 25(12.5%) just disagreed.  132(66.0%) of the respondents agreed that they feel safe and secure while only 11(6.0%) strongly agreed as feeling safe and secure while on the bus. The inference of this result is that the majority of the bus operators have in place adequate safety and security measures.
  On hygiene, it shows that 14(7.0%) of the respondents strongly disagrees that they are no shelters and waiting rooms at the bus stations while 59(30.0%) disagreed and 8(4.0 %) never responded.   92(46.0%) agreed that they are shelter and waiting rooms 26(13.0%) strongly agreed that there are shelters and waiting rooms at the bus stations. Since the majority 59.0% (46.0% +13.0%) said that there are shelters and waiting rooms at the bus stations it means that management of the bus operators consider the provision of shelters and waiting rooms for their customers as an important aspect of service rendered. 

On rescue bus service provision, the table shows that 6(3.0%) of the respondents strongly disagrees that they are standby busses in case of any break down while 28(14.0%) disagreed and 18(9.5%) never responded.  125(62.5%) agreed that they are standby busses in case of any break down 22(11.0%) strongly agreed that. Since the majority 73.5% (62.5% +11.0%) said that there are standby buses in case of any break down it means that management of the bus operators consider timely journey-continuity as an important factor in service delivery. 
[bookmark: _Toc379537893][bookmark: _Toc379551082][bookmark: _Toc58322902]Regression analysis between quality of public transport service and planning score 
The linear regression model below was used.

Where   are the parameters to be estimated?
Represents Quality of service score for a given time 
Represents planning score, Represents organization score,Represents controlling score and Represents the random error term.
	Table 11: Regression matrix of Quality of bus service and Planning score, Organization score, Control score

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	0.329
	0.242
	-
	1.361
	0.015

	
	planning score
	0.345
	0.123
	0.089
	1.258
	0.010

	
	organization score
	0.679
	0.030
	0.066
	.809
	0.001

	
	control score
	0.470
	0.113
	0.085
	1.075
	0.040

	a. Dependent Variable: Quality of the bus services
	
	
	


Source: Primary Data
The results in the above table (table 11) show that there is a positive significant relationship between Quality of bus services and planning, the coefficient of planning score β1 =0.345, where (p=0.010) which is statistically significant at 5% level of significance since (0.010<0.05) our level of significance. The results show that unit increase in planning leads to a 0.345 increases in quality of the bus services.
[bookmark: _Toc58322903]4.5 Research Question Number Two: To what extent does the  organizing function influence  the quality of public transport service in Uganda?
Correlation was done between organising and the quality of public transport bus service, and the table below gives the results of the findings. When a correlation is between or less than 0.5(≤0.5), this is a weak correlation and greater than 0.5(>0.5), the correlation is strong
Table 12: The correlation Matrix Results - Organising and the quality of public transport service in Uganda.
	
	
	
	Organising

	Quality of   services
	
	Pearson Correlation
	0.715*

	
	
	Sig. (2-tailed)
	0.014

	
	
	N
	200


*. Correlation is significant at the 0.05 level (2-tailed).
 Source: Primary Data

The study results above(Table 12) revealed a strong positive relationship between organization score and quality of public transport bus service in Uganda by a Pearson correlation value of 0.715 and a Pearson correlation coefficient P-value of 0.014 is significant since it is less than 0.05(0.014<0.05). The researcher therefore rejected the null hypothesis and takes on the alternative that organising significantly contributes to the quality of public bus transport service in Uganda.
[bookmark: _Toc58322904]4.5.1 Coordination amongst the staff
In finding out if coordination is paramount within the staff of the bus company the researcher asked the traveler and their response are summarised in the table below

Table 13: Distribution of respondents on whether there is coordination amongst the staff
	Response
	Frequency
	Percent 
	Cumulative Percent   

	Strongly Disagree
Disagree
Agree
Strongly Agree
NR
TOTAL
	4
34
136
16
8
1
200
	 2 
17 
68 
8 
4 
1
100
	 2 
19 
87 
95 
99
100
100


Source: Primary Data
From the table above (table 13) shows that 4 (2.0%) of the respondents strongly disagrees that there is coordination amongst the staff of the bus companies while 34(17.0%) disagreed and 1(1.0%) never responded. 136(68.0%) agreed that there is coordination amongst the staff of the bus company whilst 8(4.0%) strongly agreed that. Since the majority 76.0% (68.0% +8.0%) said that there is coordination amongst bus staff it means that the staff have and follow their job descriptions.  
[bookmark: _Toc58322905]4.5.2 Driver awareness and respect of traffic regulations 
In finding out about the driving safety and respect of traffic regulations by the bus drivers of the bus company the researcher asked the traveler and their response are summarised in the table below.
Table 14: Distribution of respondents on whether the driver drives safely and respects traffic regulations
	Response
	Frequency
	Percent 
	Cumulative Percent   

	Strongly Disagree
Disagree
Agree
Strongly Agree
NR
TOTAL
	 2
28
133
30
6
199
	 1.0
14.0
67.0
15.0
3.0
100
	 1.0
15.0
82
97
100
100


Source: Primary Data
From the table above (table 14) shows that 2(1.0%) of the respondents strongly disagrees that the drivers drive safely and respect traffic regulations while 28 (14.0%) disagreed and 6(3.0%) never responded. 133(67%) agreed that the bus drivers do drive safely and respect the traffic regulations 30 (15.0%) strongly agreed that. Since the majority 81.5% (66.5% +15.0%) said that the bus drivers do drive safely and respect the traffic regulations it means that driver recruitment and supervision is adequately done as a way of improving the quality of bus services. 
[bookmark: _Toc58322906]4.5.3 Staff behavior and conduct 
In finding out whether the staff is polite and courteous towards the passengers, the researchers asked the passengers and below are their responses.

Table 15: Distribution of respondents on whether the staffs are polite and courteous
	Response
	Frequency
	Percent  
	Cumulative Percent   

	Strongly Disagree
Disagree
Agree
Strongly Agree
NR
TOTAL
	 9
55
92
27
16
199
	 5.0
28.0
46.0
14.0
8.0
100
	 5.0
33.0
79.0
92
100
100



Source: Primary Data
From the table above (table 15) shows that 9(5.0%) of the respondents strongly disagrees that the staff are polite and courteous while 55(28.0%) disagreed. A total of 92(46.0%) agreed that the staffs are polite and courteous enough while 27(14.0%) strongly agreed with that assertion.  16(8.0%) did not respond. Since the majority 60% (46.0% +14.0%) agreed that the staffs are polite and it means courteous that management puts emphasis on customer care.
[bookmark: _Toc58322907]4.5.4 Staff Competences 
Passengers were asked to rate the staff competences and whether they actually instill confidence. The responses were as given in the table below.





Table 16: Distribution of respondents on whether the staff instills confidence
	Response
	Frequency
	Percent  
	Cumulative Percent   

	Strongly Disagree
Disagree
Agree
Strongly Agree
NR
TOTAL
	2
44
112
33
8
199
	 1.0
22.0
56.0
17
4.0
100
	 1.0
23.0
79.0
96
100
100



Source: Primary Data
From the table above (table 16) shows that 2(1.0%) of the respondents strongly disagrees that the staff instill confidence while 44(22.0%) disagreed.  112(56.0%) agreed to the staff instilling confidence with 33(17.0%) strongly in agreement. There was 4.5% non-response to the question. Since a total of 73.0 %( 56.0% + 17.0%) agrees that staff conduct instills confidence; it means that the right staff are put in the right positions and know what they are supposed to do.  
[bookmark: _Toc58322908]4.5.5 Staff Appearance 
Passengers were asked on whether the staff are easily identifiable by wearing name tags and also if they are dressed neatly.





Table 17: Distribution of respondents on whether staff are neat and have visible identification tags
	Response
	Frequency
	Percent  
	Cumulative Percent   

	Strongly Disagree
Disagree
Agree
Strongly Agree
NR
TOTAL
	 4
49
114
26
6
199
	 2.0
24.5
57.0
13.0
3.5
100
	 2.0
26.5
83.5
96.5
100
100


Source: Primary Data

The table above (table 17) shows that 4(2.0%) of the respondents strongly disagreed that the staff are always neat and wear identification tags while 49(24.5%) disagreed. A total of 70.0 %( 57.0%+ 13.0%) agreed that the staff are easily identifiable with name tags and are neatly dressed.  This means that management takes staff appearance and identification as important aspects in their customer service delivery.
[bookmark: _Toc58322909] Regression analysis between quality of public transport service and Organising score 
The linear regression model below was used.

Where   are the parameters to be estimated?
Represents Quality of service score for a given time ,Represents planning score,Represents organization score,Represents controlling score and Represents the random error term.
	Table 18: Regression matrix of Quality of Public Transport Service and Planning score, Organization score, Control score

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	0.329
	0.242
	-
	1.361
	0.015

	
	planning score
	0.345
	0.123
	0.089
	1.258
	0.010

	
	organization score
	0.679
	0.030
	0.066
	.809
	0.001

	
	control score
	0.470
	0.113
	0.085
	1.075
	0.040

	a. Dependent Variable: Quality of the bus services
	
	
	


Source: Primary Data
The above table 18 also showed that the coefficient of organization score is β2=0.679 which is statistically significant at 0.05 % since the p-value of 0.001 is less than the significance value (0.001<0.05) our level of significance. The results showed that unit increase in the organization score leads to a 0.679 increase in quality of the bus services.
Therefore the estimated model is 
and with the substitution of the parameters gives us

[bookmark: _Toc58322910]4.6 Research Question Number Three: To what extent does  the control function affect the quality of public transport service in Uganda?
Being able to measure and monitor performance in Public transport is important is the quality of service rendered is to be continuously   improved upon.
Correlation was done between Controlling and the quality of public transport bus service, and the table below gives the results of the findings. When a correlation is between or less than 0.5(≤0.5), this is a weak correlation and greater than 0.5(>0.5), the correlation is strong
Table 19: The correlation Matrix Results - Controlling and the quality of public transport bus service in Uganda.
	
	
	
	Controlling

	Quality of   services
	
	Pearson Correlation
	.580*

	
	
	Sig. (2-tailed)
	.013

	
	
	N
	200


*. Correlation is significant at the 0.05 level (2-tailed).
 Source: Primary Data

 The Pearson correlation value of 0.580  between management control score and quality of public transport bus service in Uganda  shows that there is positive moderate relationship between them and the Pearson correlation coefficient P-value of 0.013 is significant  since it is less than 0.05(0.013<0.05). The researcher therefore rejected the null hypothesis and takes on the alternative that controlling   contributes to the quality of public bus transport service in Uganda.
[bookmark: _Toc58322911]4.6.1 Passenger Complaint Handling
Customer complaint handling is one of the basic indicators of service quality. To assess this parameter, passengers were asked whether their complaints are well received. Their response is summarised in the table below.
Table 20: Distribution of respondents on whether passenger complaints are well received
	Response
	Frequency
	Percent  
	Cumulative Percent   

	Strongly Disagree
Disagree
Agree
Strongly Agree
NR
TOTAL
	 8
57
115
10
9
199
	 4.0
28.5
57.5
5.0
5.0
100
	4.0
 32.5
90.0
95.0
100
100


Source: Primary Data

From the above table (table 20), 8(4.0%) strongly disagreed that their complaints are well received while 57(28.5%) disagreed that their complaints are well received.   115(57.5%) agreed that their complaints are well received while 10(5.0%) strongly agreed that their complaints are well received. There were 9(5%) non-responsive respondents. Since a total of 62.5 %( 57.5% + 5.0%) agreed that their complaints are well received; it means that management has the right responsiveness towards their customers
[bookmark: _Toc58322912]4.6.2 Respect to Passenger Suggestions
Implementing some of the customers suggestions is a not only a sign of respect but also a strong admission that businesses exist because of customers. To test this phenomenon, passengers were asked whether their suggestions are respected and implemented. The summary of their responses is given in the table below.
Table 21: Distribution of respondents on whether passenger suggestions are carried out
	Response
	Frequency
	Percent  
	Cumulative Percent   

	Strongly Disagree
Disagree
Agree
Strongly Agree
NR
TOTAL
	10
48
98
30
13
199
	 5.0
24.0
49.0
15.0
7.0
100
	 5.0
29.0
78.0
93.0
100
100


Source: Primary Data
From the above table (table 21), 10(5.0%) strongly disagreed that their suggestions are respected and implemented while 48(24.0%) disagreed that their suggestions are respected. 
98(49%) agreed while 30(15%) strongly agreed. There were 13(7.0%) non-responsive 
A total of 64.0 %( 49.0 % + 15.0%) agreed that their suggestions are normally respected and implemented. This means that management is keen at improving the customer service rendered by implementing their suggestions. This action by management created a sense of belonging and customer royalty where passengers start preferring some operators to others.
[bookmark: _Toc58322913]4.6.3 Handling of Elderly and disabled Passengers   
How the business handles the most vulnerable members of its clientele is important measure of service quality in that business. Therefore passengers were asked 


Table 22: Distribution of respondents on whether staffs give adequate attention to elderly and disabled
	Response
	Frequency
	Percent  
	Cumulative Percent   

	Strongly Disagree
Disagree
Agree
Strongly Agree
NR
TOTAL
	 5
36
126
25
7
199
	 2.5
18.0
63.0
12.5
4.0
100
	 2.5
20.5
83.5
96.0
100
100


Source: Primary Data
From the above table (table 22), 5( 2.5%) strongly disagreed that  staffs give adequate attention to elderly and disabled while  36(18.0%) disagreed that  staffs give adequate attention to elderly and disabled. A total of 75.5 %( 63.0 % + 12.5%) agreed that staffs give adequate attention to elderly and disabled. This means that management tries most of the time to ensure that their staffs give adequate attention to elderly and disabled.








[bookmark: _Toc58322914]4.6.4   Bus company Public image   
Passengers were asked on the public image. A summary of their views is given   below.
Table 23: Distribution of respondents on whether company has good public image
	Response
	Frequency
	Percent  
	Cumulative Percent   

	Strongly Disagree
Disagree
Agree
Strongly Agree
NR
TOTAL
	 3
38
127
23
8
199
	 1.5
19.0
63.5
11.5
4.5
100
	 1.5
20.5
84.0
95.5
100
100



Source: Primary Data
From the above table (table 23), 3(1.5%) strongly disagreed that the bus company has good public image, 38(19.0%) disagreed and 8(4.5%) were non responsive. A total of   127(63.5%) agreed with 23(11.5%) strongly agreeing.
Since a majority of 75.0 %( 63.5 % + 11.5%) agreed that the company has generally a good public image, it means that management considers  that customers identifying with them is a big business tool in this competitive business world.
[bookmark: _Toc58322915]4.6.5    Response time to passenger complaints   
Whereas responding to passenger complaints is important, the time in which the response is received is even more crucial. Passengers were asked on the response time and in the table below is a summary of their answers.


Table 24: Distribution of respondents on whether passenger complaints are promptly handled

	Response
	Frequency
	Percent  
	Cumulative Percent   

	Strongly Disagree
Disagree
Agree
Strongly Agree
NR
TOTAL
	 5
54
100
29
11
199
	 2.5
27.0
50.0
14.5
6.0
100
	 2.5
29.5
79.5
94.0
100
100


Source: Primary Data
From the above table (table 24), 5(2.5%) strongly disagreed that passenger complaints are promptly handled, 54(27.0.0%) disagreed and 11(6.0%) were non responsive. 100(50%) agreed with 29(14.5%) strongly agreeing.
Since a total of 64.5 %( 50.0 % + 14.5%) agreed that   passenger complaints are promptly handled. This meant that management considered prompt handling of passenger complaints as a quality service deliverable. 
[bookmark: _Toc58322916]4.6.6    Feedback on passenger complaints   
Passengers were asked as to whether they receive feedback to their suggestions and complaints.

Table 25: Distribution of respondents on whether feedback on passenger complaints are given
	Response
	Frequency
	Percent  
	Cumulative Percent   

	Strongly Disagree
Disagree
Agree
Strongly Agree
NR
TOTAL
	 8
42
100
31
19
199
	 4.0
21.0
50.0
15.5
9.5
100
	 4.0
25.0
75.0
90.5
100
100


Source: Primary Data
From the above table (table 25), 8(4.0%) strongly disagreed that feedback on passenger complaints are given, 42(21.0%) disagreed and 19(9.5%) were non responsive. 100(50%) agreed and 31(15.5%) strongly agreed.   A total of 65.5 %( 50.0 % + 15.5%) agreed that feedback on passenger complaints are given. This it means that management is tries to convey feedbacks to customer complaints.
[bookmark: _Toc58322917]Regression analysis between quality of public transport service and Controlling score 
The linear regression model below was used.

Where   are the parameters to be estimated?
Represents Quality of service score for a given time 
Represents planning score  
Represents organization score
Represents controlling score
Represents the random error term.
	Table 26: Regression matrix of Quality of bus service and Planning score, Organization score, Control score

	Model
	Unstandardized Coefficients
	Standardized Coefficients
	t
	Sig.

	
	B
	Std. Error
	Beta
	
	

	1
	(Constant)
	0.329
	0.242
	-
	1.361
	0.015

	
	planning score
	0.345
	0.123
	0.089
	1.258
	0.010

	
	organization score
	0.679
	0.030
	0.066
	.809
	0.001

	
	control score
	0.470
	0.113
	0.085
	1.075
	0.040

	a. Dependent Variable: Quality of the bus services
	
	
	


Source: Primary Data
The table still showed that the coefficient of controlling score is β3=0.470 which is statistically significant at 0.05 % since the p-value of 0.040 is less than the significance value (0.040<0.05).The results showed that unit increase in the controlling score leads to a 0.470 increases in quality of the bus services
Therefore the estimated model is 
and with the substitution of the parameters gives us

From the above model if the different variable combinations are put into work in their specified weights then the quality of bus services in the bus sector will be improved 


[bookmark: _Toc58322918]CHAPTER FIVE
[bookmark: _Toc58322919]SUMMARY, DISCUSCION, CONCLUSIONS AND RECOMMENDATIONS
[bookmark: _Toc58322920]5.0 Introduction
This chapter   gives a summary of the findings of the study in line with the study objectives, a discussion of the findings of the study and conclusions arising out of the research drawn in accordance with study objective. It also gives recommendations and suggested areas for further research.
[bookmark: _Toc58322921]5.1 Summary of Findings
The study was aimed at investigating the contribution of management practices towards the quality of public transport bus service in Uganda. This was done by considering the bus operators’ application of the  management functions relevant to public transport bus service in Uganda; and then analysing  to what extent they contribute towards the quality of service in that business. Data was collected using self-administered questionnaires, conducting interviews with selected relevant people as well as carrying out observations. This data was then analysed to get the correlation and regression analysis. 
[bookmark: _Toc58322922]5.1.1 Planning and the quality of public transport service in Uganda
The study findings show that there is a strong positive relationship between planning and the quality of public transport bus service in Uganda.
The correlation findings are also supported by the regression analysis   show that improvement in planning leads to   increase in the quality of the public transport service. The Pearson correlation value   of 0.651, showed   a very strong positive relationship between planning score and the quality of public transport bus service in Uganda.  Also the Pearson correlation coefficient P-value of 0.017 is significant since it is less than 0.05(0.017<0.05).    There is a positive significant relationship between quality of bus services and planning, the coefficient of planning score β1 =0.345, were (p=0.010) which
[bookmark: _Toc58322923]5.1.2 Organising and the quality of public transport service in Uganda
The finding revealed that organising contributes significantly towards the quality of public transport service. The Pearson correlation value of 0.715 between organization score and quality of public transport bus service in Uganda   shows that there is strong positive relationship between them. The Pearson correlation coefficient P-value of 0.014 is significant since it is less than 0.05(0.014<0.05). The researcher therefore rejected the null hypothesis,H0, and took on the alternative concluding that there is relationship between organization score and quality of public transport bus service in Uganda. 
According to the correlation findings on the contribution of organising toward the quality of public transport services, a strong positive relationship was found. This is a confirmation that organising greatly contributes to the quality of public transport service in Uganda.
[bookmark: _Toc58322924]5.1.3 Controlling and the quality of public transport service in Uganda
The findings show that there is a positive relationship between controlling score and the quality of public transport bus service in Uganda.
The correlation findings are also supported by the regression analysis which shows that improvement in controlling leads to increase in the quality of the public transport service. The findings show that there is a positive relationship between controlling score and the quality of public transport bus service in Uganda. The correlation findings are also supported by the regression analysis which shows that improvement in controlling leads to increase in the quality of the public transport service.
The Pearson correlation value of 0.580  between management control score and quality of public transport bus service in Uganda  shows that there is positive moderate relationship between them and the Pearson correlation coefficient P-value of 0.013 is significant  since it is less than 0.05(0.013<0.05). The researcher therefore rejected the null hypothesis, H0, and took on the alternative concluding that there is relationship between quality of services and control management score.
[bookmark: _Toc58322925]5.2 Discussion of findings
This section attempts to discuss the extent to which management practice of bus operators contribute towards the quality of the public transport bus service in Uganda.
The section also makes highlights towards the conclusion to the study in relation to the study objectives.
[bookmark: _Toc58322926]5.2.1 The contribution of planning towards the quality of public transport service in Uganda.
The study sought to establish the extent to which planning contributes towards the quality of public transport service in Uganda. The findings revealed that planning significantly contributes to the quality of public transport bus service in Uganda. 
The Pearson correlation is statistically significant at 5% level of significance since (0.010<0.05) our level of significance. The results mean that unit increase in planning leads to a 0.345 increases in quality of the public transport bus service in Uganda. 
Planning is a process of determining and decision making (Gupta, 2009). In this study planning was defined by two indicators namely route variability and vehicle standards.  Route viability was defined as the process of conducting the initial route survey to establish the passenger potential and characteristics. The results of this assessment determine the bus travel time, coverage and service frequency. Vehicle standard was defined as the planning process of considering the vehicle parameters such bus model, design, carrying capacities and mechanical condition of the buses.  
The research finding are in agreement with the works of Tyrinopoulos and Antoniou (2008) (as cited in Eboli & Mazzulla, 2012) who stressed the importance of the role played by service frequency in transport services.  It also  further confirmed by  Guihaire & Hoa, (2008) (as cited in Niyonsenga, 2012)  who said that  for    effective public transport service, the operator route network should be able to cover a large service area, easily accessible and should be able to meet the demand as indicators of public transport service delivery quality.
Also proper planning of vehicle standards and selection is crucial in ensuring a quality public transport service. This aspect normally impacts on the safety and comfort of the passengers and also on the performance and serviceability of the bus which has significant connection with   service reliability.   This assertion is well demonstrated by Turnquist and Blume (1980), (as cited in Eboli & Mazzulla, 2012), who observed that service reliability is   one of the most important aspect considered by passengers in evaluating the quality of service.
According to the research, bus operators’ management decisions in their business   influence matters like size and model of fleet, fleet replacement, operational area coverage and many others.  
Interviews conducted with the bus managers, revealed that competition is now more hinged on service quality; and in the sector where there are no written quality guidelines. Each and every decision by the bus operator significantly influences the quality level of the service rendered. 

[bookmark: _Toc58322927]5.2.2 The contribution of towards the quality of public transport service in Uganda
Louis A. Allen as quoted by Gupta( 2009), defines  Organising  as  the process of identifying and grouping the work to be performed, defining and delegating responsibility and authority and establishing relationships for the purpose of enabling people to work most effectively together in accomplishing objectives. It involves setting up of organisationl structures, recruiting and assigning responsibilities
The significance of setting up proper management structures in order to improve performance and thereby quality of service is affirmed by Bhattacharyya et al (1995) and Kumbhakar et al (1996) as cited in Deb (2008) found out that, in India, organizational structure affected efficiency of public bus transport service.
Budiono (2009) observed that most drivers in developing countries are low-skilled and as such usually ignorant of passenger’s safety on the road. He added that accidents have been reported to occur because of lack of driver training, lack of discipline and poor vehicle maintenance.
The study finding showed that, on the contrary, most drivers observed traffic regulations and imparted confidence to the passengers.
This finding is attributed to the fact that huge capital inputs demanded to run a public transport bus service and bus operators don’t want to take a gamble with their investment but to employ staff   with vast experience in the transport industry. Such experienced staffs include managers, drivers and conductors.   It is these experienced staff that understand the expectations of the passengers in terms of services required.  
[bookmark: _Toc58322928] 5.2.3 The contribution of towards the quality of public transport service in Uganda. 
Controlling is a management function that involves comparing actual performance with planned performance and taking corrective action if needed, to ensure the objectives are achieved.
The study findings agree with assertions of many scholars. Boile (2001) as cited in (Metri, 2006)  stresses that public transport companies have to measure and monitor the performance of the services they provide in terms of accessibility, safety, mobility, financial effectiveness, and service efficiency.  This can be done through route‐level performance, vehicle performance and individuals’ performance.
Public transport providers set up specific service evaluation policies to address substandard performance. Bygrave (2004), as cited in Briggs (2009) says that control checks are crucial in the progress of business activities and plans such that necessary and constructive adjustments so as to accommodate any environmental changes. 
The study revealed that, due to competition pressures, some bus operators actually have a complaint desks in their booking offices which deal with passenger suggestions and complaints. The problem with this arrangement was that most passengers don’t actually go through these booking offices rather they go to the loading buses directly. 
[bookmark: _Toc58322929]5.3	Conclusions
The purpose of the study was to establish the extent to which management practice of bus operators contribute towards the quality of the public transport bus service in Uganda. While having good management is broadly understood to positively influence performance, researchers have not directed their attention to establish to what extent.  This study was to fill that void by attempting to establish the extent of that relationship in the public transport bus service in Uganda.
5.3.1 Objective One: To explore the extent to which the planning   contributes towards the quality of public transport service in Uganda.
Findings from this study, the importance of proper planning in    public transport bus service which involved route viability appraisal and vehicles selection   is obvious.  Passengers want to move on-time, without the threat of being left far from their destination and do it comfortably. Therefore bus operators must know that the planning element in their management contributes significantly towards the quality of service.    The study findings showed that a unit   increase in planning leads to a 0.345 increases in quality of   services.
5.3.2 Objective Two: To examine the extent to which the organizing   contributes towards the quality of public transport service in Uganda
 From the study findings, it was revealed that having proper management structures and a recruitment policy that places right people on right positions improves service delivery. 
Passengers feel a sense of security when they see a well-coordinated staff, neatly dressed with identification tags. The study findings showed that a unit   increase in  the organization score leads to a 0.679 increase in quality of   services
5.3.3 Objective Three: To investigate whether the control   contributes towards the quality of public transport service in Uganda. 
The study findings showed that a unit   increase in  controlling lead to a 0.470   increase in quality of the public transport bus service in Uganda. Therefore public transport operators should make efforts to see that passenger complaints and suggestions are handled timely. This increases a sense of belonging and loyalty by the passengers.
[bookmark: _Toc58322930]5.4 Recommendations
[bookmark: _Toc58322931]5.4.1 Planning function in Public transport service
The study recommends that planning in   public transport business should be given   emphasis just like any other service industry.  Operators should make sure that the route(s) that they are planning to service are well covered in terms of number of trips and geographical reach. This help the passengers in planning their journeys not worried of waiting too long for the next bus and also not being left at places far from their destination.  Operators should also ensure that there are rest rooms and resting shelters at their respective terminals. Also, operators should seek   experts’ advice whenever they are choosing which type/model of vehicle to purchase as well as establishing a sound maintenance system. This not only improves on service quality but also improves their profitability.  
5.4.2 Organising function in Public transport service
The study recommends before one is licenced as a public bus operation, he or she should be first vetted for managerial competences and relevant experience in the field. Operators should have well laid out management systems. Staff recruitment should be on merit rather than blood relationships. Operators should start employing professional at various levels in the organisations such that service is professionally provided.
5.4.3 Controlling function in Public transport service
Public transport operators and managers should demonstrate that they have some basic   skills in management and customer care. These skills should be made pre-conditions for granting of new licence or licence renewal. Also the operators should have passenger complaint desks manned by competent staff willing to listen and help the passengers.
[bookmark: _Toc58322932]5.5 Limitations of the Study
The study was not exhaustive in regards to the variable of planning because some elements which could affect proper planning by the bus operator are beyond his/her control. Elements like area coverage and accessibility may depend on the condition of the road network which is a responsibility of Government. 
[bookmark: _Toc58322933]5.6 Contribution of the study
While the influence of management on quality of service has been extensively researched and documented, this study was   to establish the extent of that relationship in regards to public transport in Uganda. The major contribution of this study was to demonstrate that there is a significant contribution on quality of public transport bus service by individual management practices. Service providers in general and bus operators in particular need to know and understand that their individual decisions in their businesses significantly influence the quality level of service provided. Once that one is appreciated, then the businesses are left to be managed by relevant professionals at various levels of deployment.
[bookmark: _Toc58322934]5.7 Areas of further research
The study found out that management practice by public transport bus operators significantly affects the quality of service provided. However there are other players in this service delivery chain.  I suggest further research on    the contribution sector regulators towards the quality of  public transport service provision in Uganda.  
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APPENDICES
APPENDIX 1 : Names of Bus Operators in Uganda

	No:
	Bus Company Name
	No.of buses

	1
	Acandiro Transporters Ltd
	3

	2
	Adil Industries Put Ltd
	5

	3
	Arapai Bus Service
	5

	4
	Bakulu Coaches
	11

	5
	Bismarkan Transport Co. Ltd
	14

	6
	BTC
	1

	7
	Buwembo Moses
	1

	8
	Califonia Bus Services Ltd
	4

	9
	Canan Kyanku
	1

	10
	Comfort Travellers
	3

	11
	Danamabor Technical Services
	1

	12
	Deligent Coaches
	2

	13
	Discovery Shuttle
	1

	14
	Ebenezer Travels (U) Ltd
	1

	15
	Egalal Moses
	1

	16
	Elgon Flyer
	8

	17
	Endigyito Coaches
	1

	18
	Erisa Karamagi
	2

	19
	Falcon Coaches
	6

	20
	Felistar Coaches
	7

	21
	Fidhuli Advo Co.
	2

	22
	Flanel 31 Travellers Ltd
	3

	23
	Fort Express Coaches Ltd
	1

	24
	Four Speed Follow Me Ltd
	1

	25
	Friendship Coaches
	3

	26
	Gaagaa Enterprises
	58

	27
	Galaxy Transporters
	2

	28
	Gaso Transporters
	3

	29
	Gateway Bus Service
	43

	30
	Go Transit
	2

	31
	Goodluck
	1

	32
	Gulu Luxury Coaches
	2

	33
	Haji Lyazi & Sons
	1

	34
	Haleem Coaches
	1

	35
	Happy boys
	4

	36
	HMK Transporters
	1

	37
	Hoima Coach
	6

	38
	Homeland Holdings Limited
	6

	39
	Honest Coaches
	6

	40
	Horizon Coaches
	25

	41
	Ibabu Coaches
	8

	42
	J.J Coaches
	1

	43
	Jussy Company Limited
	9

	44
	Kachera
	1

	45
	Kacho Coaches
	3

	46
	Kagimu Dalawusi
	1

	48
	Kakise Bus Service
	9

	50
	Kalita Transporters
	40

	51
	Kasaba Investments Ltd
	6

	52
	Kasamba Bus Service
	5

	53
	Kasandha Wilberforce
	1

	54
	Katanga Express Ltd
	2

	55
	Kawoya Ahmed
	1

	56
	Kibungo Bus Service
	10

	57
	Kibuuka Nathan Bosco
	1

	58
	KK Coaches Ltd
	22

	59
	Komatse Transporters
	4

	60
	Latif Farouk
	5

	61
	Layugi Transporters
	1

	62
	Lim's Travellers
	2

	63
	Link Bus Services
	37

	64
	Lite Coach
	1

	65
	Masindi Junior
	4

	66
	Mawenzi Investments Limited
	2

	67
	Mayanja Rashid
	1

	68
	MB Transporters
	9

	69
	Mbale Coach
	1

	70
	Mewa Bus Services
	2

	71
	Mini Blue Coach
	2

	72
	Miriam Sebit
	1

	73
	Mpungu and Family Transporters
	1

	74
	Muhabura Coaches
	6

	75
	Muhammad Kabiito
	1

	76
	Musiime Bosser Richard
	1

	77
	N.S Coaches
	1

	78
	Nalea Bus Services
	1

	79
	Nalumunye Estate
	1

	80
	Lubra Contractors
	1

	81
	Lucky Safaris
	1

	82
	Lyantonde Coaches
	1

	83
	Mapapa Investments (U) Ltd
	1

	84
	Nela Motors Ltd
	1

	85
	Neval Enterprises
	2

	86
	Nile Coaches
	27

	87
	Northern Tours
	2

	88
	Olet Elyak
	6

	89
	Open White Coach
	1

	90
	Otada Transporters
	11

	91
	P.K Bus co
	1

	92
	People's Ark
	1

	93
	Perfect Coaches
	8

	94
	Poko Poko Bus Service
	7

	95
	Posta Uganda
	11

	96
	Rock Express Transporters Ltd
	1

	97
	Rubanda Coaches
	1

	98
	S.M. Coaches
	4

	99
	Safaris Buses (U) Ltd
	4

	100
	Sara-Mugo Transporters
	6

	101
	Savannah Coaches
	11

	102
	Saviour
	3

	103
	SB & S Transporters
	4

	104
	Senkubuge Nelson
	2

	105
	Sharlom Coaches
	4

	106
	Western Coaches
	3

	107
	Y. Y. Coaches
	6

	108
	Zahura Coaches
	1

	109
	Zawadi Buses
	4

	110
	Swift Safaris
	26

	111
	Tenuga Safeway Investments
	1

	112
	Teso Coach
	11

	113
	Timim Abed
	1

	114
	Tino Harriet Gertrude
	2

	115
	Transcargo Bus Services
	3

	116
	Transcity Bus Co.
	4

	117
	Ubumwe
	2

	118
	United Heroes
	3

	119
	United Travellers
	1

	120
	Quickline Technologies
	1

	121
	Redeemer Coach
	1

	122
	SK Safaris
	3

	
	Total No. buses
	648
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	1
	BUS COMPANY
	SAMPLED PERIOD
	NO.BUSES
	PASSENGERS/MONTH
	PASSENGERS/BUS/DAY

	2
	Bismarkan
	December 2012
	14
	13,225
	36

	3
	Post Bus
	December 2012
	10
	7,200
	28

	4
	YY Coaches
	December 2012
	6
	5,195
	33

	5
	Mewa Bus Service
	December 2012
	2
	1,829
	35

	6
	Califonia Bus 
	December 2012
	2
	1,244
	24

	7
	Gulu Luxury Coach
	December 2012
	2
	1,770
	34

	8
	Homeland Express
	December 2012
	8
	5,017
	24

	9
	Kasaba Investment
	December 2012
	4
	3,557
	34

	10
	Hoima Coach
	December 2012
	5
	8,286
	64

	11
	Acandiro
	December 2012
	3
	2,530
	32

	12
	Otada Transporters
	December 2012
	11
	7,394
	26

	13
	LIMS travellers
	December 2012
	2
	2,616
	50

	14
	Kacho Coaches
	December 2012
	3
	2,447
	31

	15
	Fellistar 
	December 2012
	4
	3,575
	34

	16
	Goodluck
	December 2012
	1
	683
	26

	17
	Ubumwe Coaches
	December 2012
	3
	2,624
	34

	18
	Savior Bus Service
	December 2012
	2
	1,614
	31

	19
	Pokopoko Bus
	December 2012
	7
	6,949
	38

	20
	Mini Blue Coaches
	December 2012
	4
	5,342
	51

	Total
	93
	83,097
	894



Source: Transport Licensing Board (TLB) - Ministry of Works and Transport
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Dear Sir/ Madam,
This questionnaire is seeking information on the above subject, therefore I humbly beg you to answer the questions below and promise that any information you provide will be kept strictly confidential and only for purposes of this study. Thank you.
INSTRUCTIONS:
For sections; A, B, C & D, please mark (by ticking) the extent to which you believe each statement.
SECTION A: Profile of Respondents
1. Gender: Male         Female
2. Age: 25 and Below
            From 26 to 40
            From 41 to 55
            56 and Above
3. Education Status:  Primary       Secondary          Tertiary
4. Your destination: ________________________________________________________
5. Are you a regular traveller with this bus company?  Yes             No                                     

	CODE
	Section B: PLANNING 
(Route quality and vehicles standards) 
	Strongly
Disagree




	Disagree
	Agree

	Strongly Agree
	TOTAL

	P1
	Management ensures enough trips on this route
	
	
	
	
	

	P2
	Management ensures that the  bus leaves me  at a  convenient place to  my destination     
	
	
	
	
	

	P3
	Management usually practices  overloading
	
	
	
	
	

	P4
	Management has buses that are comfortable and  well ventilated
	
	
	
	
	

	P5
	Management ensures that I feel safe and secure when onboard  their  bus
	
	
	
	
	

	P6
	Management ensures   that waiting  shelter  and  washrooms  are    available
	
	
	
	
	

	P7
	Management provides a stand-by bus incase this one breaks down on the way
	
	
	
	
	

	CODE
	Section C: ORGANISING
( Organisation  Structure and Staff Recruitment)
	Strongly
Disagree




	Disagree
	Agree

	Strongly Agree
	TOTAL

	O1
	There is visible coordination of  bus staff in their  duties
	
	
	
	
	

	O2
	Management employs  drivers who drive safely and respect traffic regulations
	
	
	
	
	

	O3
	Management employs staff who are polite and  courteous 
	
	
	
	
	

	O4
	Management has  staff  that  instill confidence  
	
	
	
	
	

	O5
	Management gives staff   identification tags
	
	
	
	
	

	Q6
	Management gives staff neat uniform
	
	
	
	
	




	CODE
	Section D:  CONTROLLING (Service Evaluation and Response)
	Strongly
Disagree




	Disagree
	Agree

	Strongly Agree
	TOTAL

	D1
	Management receives well passenger complaints   
	
	
	
	
	

	D2
	Management implements  passenger  suggestions  
	
	
	
	
	

	D3
	Staff  give adequate attention   to the elderly and disabled 
	
	
	
	
	

	D4
	The bus company has a good public image 
	
	
	
	
	

	D5
	Management  promptly handle  passenger complaints   
	
	
	
	
	

	D6
	Management  gives feedbacks  on passenger complaints 
	
	
	
	
	

	SECTION E: CHALLENGES AND RECOMMENDATIONS

	a) What challenges do you see in the management of this bus company?  (List them below)
1:_____________________________________________________________________________
2:_____________________________________________________________________________
3:_____________________________________________________________________________

	b) Highlight some recommendations to this bus company? (List them below)
1:____________________________________________________________________________
2:_____________________________________________________________________________
3:_____________________________________________________________________________
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Guiding Questions:
1. What do you consider when applying for a particular route to operate on?
1. What are the criteria for selecting buses in your fleet?
1. How is the maintenance and disposal-off period of your buses
1. How do you recruit, enumerate and motivate your staff, especially drivers?
1. Do you offer additional training courses for your staff?
1.  Any suggestion box in your company?
1.    How do you handle competition?
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Issues to observe
Condition of the buses
Appearance of bus staff
How passengers are received and receipted
Time taken by the bus to load and leave
How passenger complaints are handled 












