PAGE  
12

THE IMPACT OF ROAD TRANSPORTATION MANAGEMENT ON CUSTOMER SATISFACTION IN TANZANIA: A CASE OF CONTAINERIZED CONSIGNMENTS AT DAR ES SALAAM CITY
ZAKIA GEORGE NG’ANDU
A DISSERTATION SUBMITTED IN PARTIAL FULFILMENT OF THE REQUIREMENTS FOR THE AWARD OF THE DEGREE OF MASTER OF BUSINESS ADMINISTRATION, TRANSPORT AND LOGISTIC MANAGEMENT 

DEPARTMENT OF ACCOUNTING AND FINANCE
THE OPEN UNIVERSITY OF TANZANIA
2025

CERTIFICATION

The undersigned certify that they have read and hereby recommend for acceptance by the Open University of Tanzania, dissertation entitled: “The Impact of Road Transportation Management on Customer Satisfaction in Tanzania: A Case of Containerized Consignments at Dar es Salaam City”, in partial fulfillment of the requirements for the Award of the Degree of Master of Business Administration in Transport and Logistics Management (MBA-TLM) of the Open University of Tanzania.

 
………………………………..……
Dr. Salvio Macha
(Supervisor)

……………………………………

Date

 

………………………………..……
Dr. Francis William
(Co-Supervisor)

……………………………………

Date

COPYRIGHT

No part of dissertation may be reproduced, stored in any retrieval system, or transmitted in any form by any means, electronic, mechanical, photocopying, recording or otherwise without prior written permission of the author or the Open University of Tanzania in that behalf.

.

DECLARATION

I, Zakia George Ng’andu, declare that, the work presented in this dissertation is original. It has never been presented to any other University or Institution. Where other people’s works have been used, references have been provided. It is in this regard that I declare this work as originally mine. It is hereby presented in partial fulfillment of the requirements for the Degree of Master of Business Administration in Transport and Logistics Management (MBA-TLM) of the Open University of Tanzania.

………………………………………

Signature

……………………………………….

Date

DEDICATION

This work is dedicated to my beloved parents, who have been the foundation of my strength, perseverance, and determination in all aspects of life. Their love, prayers, and sacrifices have made my academic pursuit possible.

I also dedicate this dissertation to all professionals and stakeholders in the transport and logistics sector, whose daily efforts ensure the smooth flow of goods and services across Tanzania and beyond. May this study contribute meaningfully to the improvement of customer satisfaction and service efficiency within the road transportation system.

ACKNOWLEDGEMENT

First and foremost, I thank the Almighty God for granting me the strength, good health, and guidance throughout the course of this study. I would like to express my sincere gratitude to my supervisor, Dr. Salvio Macha, for his tireless support, insightful feedback, and professional guidance during the entire research process. His mentorship has been instrumental in shaping the direction and quality of this work.

I am equally thankful to Dr. Francis William for his valuable input and continued encouragement throughout the dissertation development. I also extend my appreciation to the faculty and staff of the Department of Accounting and Finance, Open University of Tanzania, for their academic support and enabling environment.

Special thanks go to all the respondents both customers and transporters who participated in this study and provided the data that formed the basis of this research. Lastly, I acknowledge my family and friends for their unwavering moral support and motivation throughout my academic journey.

ABSTRACT

This study examined the impact of road transportation management on customer satisfaction in Tanzania, focusing on containerized consignments in Dar es Salaam City. Guided by Customer Satisfaction Theory by Richard L. Oliver (1980), which emphasizes the role of expectation and performance in determining satisfaction, the study explored how freight delays, costs, and scope influence customer satisfaction. Using a quantitative design with data from 100 respondents, descriptive statistics, correlation, and multiple regression analyses were applied. The results showed that freight delays (β = 0.353, p < 0.001), freight costs (β = 0.288, p < 0.001), and freight scope (β = 0.348, p < 0.001) significantly and positively affect satisfaction, with an overall explanatory power of 55.4% (R² = 0.554). Correlation analysis confirmed consistent relationships among these factors. The study concludes that efficient management of freight operations enhances satisfaction levels in the road transport sector. It recommends that transporters adopt digital tracking systems to minimize delays, use transparent pricing to manage costs, and expand service scope to meet diverse customer needs.
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CHAPTER ONE

INTRODUCTION

1.1 
Overview
This chapter comprises the background of the study, statement of the problem, research Objectives, research questions, significance of the study, scope of the study, and organization of the research dissertation.

1.2 
Background of the Study

Management of road transportation involves the planning, execution, and control of freight movement along the road network (Murugi, 2022).  In this regard, good management is crucial in terms of timely and cost-effective delivery, particularly for containerized consignments. Inefficient management of road transportation may lead to delays, increased costs, and dissatisfaction on the part of the customers (Okoyo, 2021).  Some of the issues generally involved are poor logistics, insufficient infrastructure, and miscommunication amongst the involved parties, which has a direct bearing on the reliability and quality of service offered to the customers (Le et al., 2020).

The global road transportation sector faces challenges like inefficiencies in loading/unloading, safety concerns, and customs procedures. The International Convention for Safe Containers (1972) addressed safety issues. By the 2020s, developing countries lost 4% of GDP due to transport inefficiencies (Hamzah & Shamsudin, 2020). A 2019 World Bank report indicated these inefficiencies reduced trade growth by 3% in developing regions (Mwamutsi, 2022). These issues underscore the need for better logistics and infrastructure worldwide.

Europe implemented the TEN-T network in the 1990s to improve cross-border transportation (Aflabo et al., 2020). However, congestion and delays persist, costing the EU €500 billion annually by 2019 (Bellizzi et al., 2020). The 2019 European Commission report highlighted significant freight challenges in cities like London and Paris due to congestion. Efforts like the "Roadmap to a Single European Transport Area" aimed to address these issues. Despite these initiatives, transport efficiency remains a concern across the continent.

Asia's rapid economic growth has strained road transport systems, especially in China since the 1990s (Le et al., 2020). The Asian Development Bank (ADB) reported inefficiencies like customs delays, particularly in Southeast Asia (Aflabo et al., 2020). In Indonesia, delays of up to 15 days were recorded in 2019 due to port and transport inefficiencies (Vasić et al., 2023). The COVID-19 pandemic further exposed vulnerabilities in India and Japan's transport systems (Hoffman et al., 2023). Improved infrastructure remains crucial for sustaining Asia’s growth.

Africa’s transportation systems suffer from infrastructure deficits, costing up to 6% of GDP annually (World Bank, 2020). The African Union's Agenda 2063 aims to address these challenges, but progress is slow. Countries like Nigeria and Kenya face persistent delays, increasing transport costs and reducing competitiveness (Khisa, 2022). A 2019 study highlighted severe delays in containerized freight due to poor roads and logistical inefficiencies (Hamzah & Shamsudin, 2020). These factors hamper regional economic growth and trade development.

In Tanzania, particularly in Dar es Salaam, various specific challenges have been documented. Reports from the early 2020s noted frequent congestion at the Dar es Salaam port and inefficiencies in road transport (Ndwiga, 2021). A 2021 World Bank report underscored the urgent need for infrastructure improvements in the country’s transport sector. More recently, a 2023 report from the Tanzania Ports Authority highlighted ongoing challenges in container handling efficiency and road connectivity (Tanzania Ports Authority, 2023). Also, a survey conducted by the Dar es Salaam Chamber of Commerce in 2023 reported that delays of more than 48 hours in containerized shipments are prevalent due to road congestion and inefficiencies, further emphasizing the critical need for effective road transportation management (Hamisi, 2023). 
Approaching the case of Dar es Salaam City, there are various crucial challenges that have faced the handling of containerized consignments. The Dar es Salaam Port Authority documented a study in 2019 showing that acute delays were evident in the processing of containers as a result of congested road networks and poor port infrastructure (Hamisi, 2023).  Analysis of containerized transport in the city showed that delays, especially in 2019, were very wasteful and ate into costs as a result of inefficient customs clearance procedures and poor road conditions. In fact, a study conducted by the Tanzania Chamber of Commerce in 2022 revealed that enterprises faced average delays of up to 7 days in the receipt of containerized consignments, which indicates the need for development in the transport management system (Joseph, 2023).
This study addresses challenges in managing containerized consignments in Dar es Salaam, focusing on infrastructure, congestion, and customs procedures. Previous research examined these elements separately without exploring their combined impact (Hamzah & Shamsudin, 2020; Ndwiga, 2021). The study provides a comprehensive analysis of these factors' effects on customer satisfaction. It aims to fill knowledge gaps by evaluating the entire logistics chain. Proposed solutions was enhanced transport efficiency, benefiting businesses and customers alike.

1.3 
Statement of the Study

Efficient road transportation management remains a critical factor influencing customer satisfaction across the global (Bellizzi et al., 2020) In developed economies such as those in Europe and Asia, transportation efficiency has been directly linked to improved service reliability, reduced logistics costs, and enhanced competitiveness in global trade (Le et al., 2020). However, in many developing countries, including Tanzania, challenges such as freight delays, rising transportation costs, and limited operational scope continue to undermine customer satisfaction and economic performance (World Bank, 2023).

In Tanzania, particularly within Dar es Salaam City, road transportation management remains a pressing issue due to its central role in freight movement and distribution. According to the National Bureau of Statistics (2022), Dar es Salaam with an estimated population of over 8 million depends heavily on road freight as the primary mode of goods delivery. Yet, frequent freight delays have become a persistent challenge. A 2023 survey by the Tanzania Freight Forwarders Association revealed that about 40% of consignments take more than 48 hours to clear, resulting in a 25% decline in customer satisfaction (Mwendapole & Jin, 2021). Such delays not only inconvenience clients but also lead to operational inefficiencies and financial losses within the logistics sector.

Another critical concern involves freight costs, which have been on the rise in recent years. The Tanzanian Chamber of Commerce (2023) reports that transport costs have increased by 15% in the past three years and now account for up to 30% of total logistics expenditure (Mwamutsi, 2022). This escalation in costs reduces the competitiveness of Tanzanian goods, affects profit margins, and forces many businesses to transfer additional expenses to consumers. Consequently, customer satisfaction and trust in logistics services have been negatively affected.

Moreover, the scope of freight management, including the range of services, handling efficiency, and adherence to quality standards, remains inadequate. Reports from the Tanzania Ports Authority (Joseph, 2023) indicate that nearly 18% of consignments fail to meet expected quality standards, while inefficiencies in operational management affect up to 20% of freight consignments. Such operational weaknesses directly impact customer satisfaction and the reputation of logistics providers.

Although the Tanzanian Government has introduced several initiatives such as infrastructure improvements, regulatory reforms, and the adoption of Electronic Cargo Tracking Systems (ECTS) the results have not yet fully addressed these recurring challenges. The innovation of this study lies in its integrated approach to analyzing how freight delays, freight costs, and freight scope collectively influence customer satisfaction within Dar es Salaam’s road transportation network. Unlike earlier studies that examined these factors in isolation, this research seeks to provide a comprehensive, data-driven understanding of their combined effect, thereby offering actionable insights for improving logistics performance.

Despite the ongoing interventions, a significant knowledge gap remains regarding the specific quantitative impacts of managing freight delays, costs, and scope on customer satisfaction. Addressing this gap is essential for strengthening evidence-based decision-making, aligning with national priorities such as the Tanzania Five-Year Development Plan, and contributing to global development frameworks like the Sustainable Development Goals (SDGs) particularly those targeting infrastructure, industry, and innovation (Goal 9). Therefore, this study seeks to fill that gap by providing empirical evidence to guide policy, improve logistics efficiency, and enhance customer satisfaction in Tanzania’s transport sector.
1.4 
Research Objectives

This section presents the general and specific objectives of the study. It outlines what the research aims to achieve in a clear and structured manner.

1.4.1 
General Objective

To determine the impact of road transportation management on customer satisfaction in Tanzania. A case of containerized consignments at Dar es salaam city.
1.4.2 
Specific Objectives

(i) To assess the impact of managing freight delays in meeting customer satisfaction.

(ii) To determine the impact of managing freight costs in enhancing customer satisfaction.

(iii) To examine the impact of managing freight scope in relation to customer satisfaction.

1.5 
Research Questions

(i) What is the impact of managing freight delays in meeting customer satisfaction?

(ii) What is the impact of managing freight costs in enhancing customer satisfaction?

(iii) What is the impact of managing freight scope in relation to customer satisfaction?

1.6 
Significance of the Study

The study holds considerable significance for various stakeholders. 
Academicians: The study contributes to transportation management and customer satisfaction knowledge, offering a foundation for future research.

Researchers: The study provides empirical data and methodology for similar investigations, advancing logistics and transportation research.

Policymakers: The study offers insights to inform transportation policies and infrastructure improvements that enhance customer satisfaction.

The Community: The study benefits the community by promoting efficient transportation, improving the timely delivery of goods, and supporting infrastructure advocacy.

Transportation and Logistics Institutions: The study provides insights to improve operations, service delivery, and competitiveness by addressing customer satisfaction and transportation efficiency.

1.7 
Scope of the Study

This study examines the impact of road transportation management on customer satisfaction for containerized consignments in Dar es Salaam, Tanzania. The city was chosen due to its role as the main commercial hub and trade gateway. A quantitative approach using structured questionnaires was gathered feedback from transportation and logistics stakeholders, complemented by documentary reviews for operational context. This allows for a comprehensive analysis of how road transportation practices affect customer satisfaction with containerized cargo.

1.8 
Organization of the Research Dissertation
This research study is organized into five chapters, each addressing a specific aspect of the research process. Chapter One provides the foundation of the study, including the background of the study, statement of the problem, research objectives, research questions, scope of the study, significance of the study, and the organization of the research dissertation. Chapter Two presents the literature review, which includes the definition of key terms and concepts, theoretical literature review, empirical review, and the conceptual framework, all of which help to contextualize the study and identify existing research gaps. Chapter Three outlines the methodology used in conducting the study, covering the research design, research philosophy, description of the study area, measurement of variables, data collection methods, population and sample size, sampling techniques, data distribution procedures, and aspects of validity, reliability, data management, and analysis techniques. Chapter Four focuses on the analysis and interpretation of the data collected, using descriptive statistics, correlation analysis, and regression analysis to assess the relationships among variables in relation to the research objectives. Finally, Chapter Five presents the summary of findings, draws conclusions based on the results, and offers recommendations for policy, practice, and areas for further research, while linking the conclusions back to the initial problem statement and literature review.

CHAPTER TWO

LITERATURE REVIEW

2.1 
Chapter Overview

This chapter focuses on the review of related literature to understand various concepts, theories, studies, and views of other scholars relating to Road Transportation Management and Customer Satisfaction in Tanzania. It constitutes the definition of key terms; theoretical literature review, empirical literature review, theoretical arguments, conceptual framework as well as the research gap.

2.2 
Concepts and Definitions

2.2.1 
Road Transportation Management
Road transportation management refers to the systematic planning and oversight of goods and passenger movement via road networks. It includes optimizing routes, scheduling, managing vehicle fleets, and ensuring compliance with traffic regulations (Vasić et al., 2023). Another definition emphasizes minimizing delays, reducing costs, and addressing challenges like congestion and infrastructure limits, while using advanced technology and real-time data to improve efficiency and customer satisfaction (Ndwiga, 2021). The operational definition for this study adopts the second perspective, as it highlights technology's role in improving logistics, which is essential for understanding customer satisfaction in containerized consignment transport.
2.2.2 
Customer Satisfaction

Customer satisfaction is defined as the extent to which a company's products or services meet or surpass customer expectations (Khisa, 2022). It can be measured through feedback tools like surveys, reviews, and service evaluations. Another definition describes customer satisfaction as the level of contentment customers feel based on their experiences with a company's services, which can influence loyalty, repeat business, and brand reputation (Mwamutsi, 2022). For this study, the operational definition is Khisa’s, as it focuses on the alignment of service with customer expectations, which is key to assessing satisfaction in road transportation.

2.2.3 
Containerized Consignment

Containerized consignment refers to the shipping of goods using standardized containers that protect items during transportation (Joseph, 2023). Another definition describes it as the use of intermodal containers for moving goods, ensuring efficiency and ease in handling at various transport stages (Hamzah & Shamsudin, 2020). The operational definition of Hamzah & Shamsuddin’s highlights the efficiency in handling, which is relevant to the study's focus on transportation management.

2.2.4 
Freight Delay

Freight delay refers to the postponement or extended transit time in the delivery of goods caused by various factors such as traffic, infrastructure issues, or operational inefficiencies (Kamau, 2021). Alternatively, it is the unanticipated extension of shipping time due to logistical or external challenges affecting delivery schedules (Bellizzi et al., 2020). 
The operational definition is Bellizzi et al., as it emphasizes operational inefficiencies, which are critical to understanding transportation management's impact on customer satisfaction.

2.2.5 
Freight Costs

Freight costs are the expenses associated with the transportation of goods, including charges for handling, loading, unloading, and fuel (Hoffman et al., 2023). Another definition refers to freight costs as the total financial outlay required to move cargo from one location to another, including all related logistics fees (Hamzah & Shamsudin, 2020). The operational definition is Hoffman et al’s, as it provides a detailed breakdown of cost elements, which is essential for analyzing the financial aspects of transportation management.

2.2.6 
Logistics Management

Logistics management is the process of coordinating and controlling the efficient flow of goods from the point of origin to the destination (Ndwiga, 2021). Another definition describes it as overseeing the supply chain's movement, storage, and delivery to ensure timely and cost-effective service (Joseph, 2023). The operational definition is Ndwiga’s, as it directly relates to the movement of goods, a core aspect of road transportation management.
2.3 
Theoretical Literature Review

2.3.1 
Customer Satisfaction Theory by Richard L. Oliver (1980)

Customer Satisfaction Theory, also known as the Expectancy Disconfirmation Theory, was founded by Richard L. Oliver in 1980, posits that customer satisfaction is based on comparing pre-purchase expectations with actual experiences. If experiences meet or exceed expectations (positive disconfirmation), customers are satisfied, while unmet expectations lead to dissatisfaction (negative disconfirmation) (Ndwiga, 2021). Widely applied in marketing and service industries, the theory helps businesses enhance customer loyalty by managing expectations (Oliver, 1980). Its strength lies in explaining how expectations influence satisfaction, though it overlooks emotional responses (Mwendapole & Jin, 2021). In this study, the theory is relevant as it helps assess how road transportation management impacts customer satisfaction for containerized consignments by measuring expectations, service performance, and satisfaction levels.
The following refers to how this theory relates to the study objectives;
To assess the impact of managing freight delays and customer satisfaction

Richard L. Oliver’s theory suggests that when freight delays are well managed, customers' expectations are met, leading to higher satisfaction. Freight delays often disrupt customer expectations of timely service, causing dissatisfaction. By proactively communicating delays, offering compensations, or preventing delays through better logistics management, companies can maintain or even enhance customer satisfaction. According to the theory, managing these delays aligns perceived service with customer expectations, reducing negative impacts on satisfaction (Hamzah & Shamsudin, 2020).

To determine the impact of freight costs and customer satisfaction

The theory explains that customers have expectations regarding the fairness and affordability of freight costs. When freight costs are perceived as too high relative to the service provided, customers may feel dissatisfied. Conversely, if customers perceive the costs as reasonable and aligned with the quality of service, their satisfaction increases. Richard L. Oliver’s theory highlights that companies can enhance customer satisfaction by managing freight costs effectively and ensuring that the value offered justifies the pricing (Tian et al., 2021).

To examine the impact of managing freight scope and customer satisfaction

Freight scope refers to the range and extent of freight services offered, including coverage areas, service types, and cargo handling. Richard L. Oliver’s theory suggests that managing freight scope to meet or exceed customer expectations leads to higher satisfaction. When a company provides flexible, reliable, and comprehensive freight services that match customer needs, the perceived performance increases, aligning with expectations. By expanding or optimizing the freight scope, companies can positively impact customer satisfaction as they offer more tailored solutions (Le et al., 2020).
2.4 
Empirical Literature Review

This study is supported by various empirical reviews, which support the research problem as observed below:

2.4.1 
Foreign studies

Murugi, (2022). This study focuses on the impact of adopting new technology on the logistics performance of transport operators at the Inland Container Depot in Nairobi. The problem addressed is the inefficient logistics processes that hinder transport performance at the depot, largely due to delays and operational inefficiencies. The key findings reveal that the adoption of advanced technologies, such as automated systems and digital tracking, significantly improved logistics performance by reducing delays, increasing cargo handling efficiency, and improving customer satisfaction. Murugi realizes that embracing modern technology is essential for optimizing transport operations and ensuring competitiveness in the logistics sector.

Khisa, (2022). Khisa's research investigates how customs reform strategies affect customs revenue performance at the Embakasi Inland Container Depot in Kenya. The study addresses the problem of inconsistent revenue collection, attributed to outdated customs processes and inefficiencies. The key findings indicate that implementing customs reforms, including modern technology, streamlined procedures, and better enforcement mechanisms, resulted in improved revenue performance. Khisa realizes that effective customs reforms are crucial for enhancing revenue collection and ensuring compliance with regulatory standards, thus contributing to the country's economic growth.

Ndwiga, (2021). This study explores the effects of adopting new technology on the logistics performance of transport operators at the Inland Container Depot in Nairobi. The problem centers around inefficient logistics operations, including long delays and high operational costs, which reduce the overall performance of transport operators. Key findings highlight that the adoption of technologies like electronic cargo tracking systems and automated clearance processes led to improved operational efficiency, reduced costs, and enhanced service delivery. Ndwiga realizes that technology adoption is a critical driver for enhancing logistics performance and maintaining competitiveness in the transportation industry.
2.4.2 
Local studies

Yese, (2020) examined the impacts of the containerized cargo handling system on logistics performance at the Tanzania Ports Authority. The study highlighted inefficiencies in port logistics operations, leading to delays and increased operational costs. The problem identified was the slow adaptation of advanced handling systems at the port, which hampered cargo flow. Key findings revealed that the adoption of containerized systems improved efficiency, reduced turnaround time, and increased cargo throughput. The researcher realized that investing in modern handling equipment and training personnel could significantly enhance the port's logistics performance.

Shatta & Myamba, (2024) explored the determinants of passengers’ satisfaction in public transport in Tanzania, with a focus on the mediating effect of public transport service efficiency. The problem addressed was the low satisfaction among public transport users due to inefficiency in service delivery. The study found that factors such as punctuality, safety, and comfort directly influenced satisfaction, while the efficiency of services mediated these factors. The authors realized that improving public transport efficiency could lead to higher levels of passenger satisfaction, with efficiency acting as a critical link between service quality and user satisfaction.

Mwendapole & Jin, (2021) conducted an evaluation of the seaport service quality in Tanzania, focusing on the Dar es Salaam Seaport. The problem tackled was the suboptimal quality of services provided at the port, which affected Tanzania’s competitiveness in regional trade. The study's key findings indicated that issues like congestion, delays, and poor communication systems hindered service quality. The researchers realized that improving service efficiency, infrastructure development, and customer service could greatly enhance the port's operational standards and boost the country's logistics sector.

Table 2.1: Summarized the Empirical Research Based on the Studies you Provided

	S/N
	Authors (Year and Country)
	Objective of the Study / Title
	Method of Data Analysis and Theory Used
	Study Findings
	Study Gap (variables not covered by the study)

	1
	Murugi (2022, Kenya)
	Impact of adopting new technology on logistics performance of transport operators at the Inland Container Depot, Nairobi
	Quantitative analysis; Technology Acceptance Model (TAM)
	Adoption of technologies like automated systems improved logistics by reducing delays and enhancing cargo handling efficiency and customer satisfaction.
	Did not capture road transportation management and customer satisfaction variables

	2
	Khisa (2022, Kenya)
	Effect of customs reform strategies on customs revenue performance at Embakasi Inland Container Depot
	Descriptive statistics; Customs Modernization Theory
	Customs reforms, such as modern technology and streamlined procedures, improved revenue collection and ensured compliance with regulatory standards.
	Did not capture road transportation management and customer satisfaction variables when transporting containerized consignments

	3
	Ndwiga (2021, Kenya)
	Effects of adopting new technology on logistics performance of transport operators at the Inland Container Depot, Nairobi
	Regression analysis; Technology Acceptance Model (TAM)
	Technology adoption, such as electronic cargo tracking, improved operational efficiency, reduced costs, and enhanced service delivery.
	Did not capture road transportation management and customer satisfaction variables

	4
	Yese (2020, Tanzania)
	Impacts of containerized cargo handling systems on logistics performance at Tanzania Ports Authority
	Descriptive statistics; System Theory
	Containerized systems improved efficiency, reduced turnaround time, and increased cargo throughput at the port.
	Did not capture road transportation management and customer satisfaction variables

	5
	Shatta&Myamba (2024, Tanzania)
	Determinants of passengers’ satisfaction in public transport with a focus on public transport service efficiency
	Structural Equation Modeling (SEM); Service Quality (SERVQUAL) Model
	Punctuality, safety, and comfort influenced passenger satisfaction, with service efficiency acting as a mediator.
	Did not capture road transportation of containerized consignments

	6
	Mwendapole& Jin (2021, Tanzania)
	Evaluation of seaport service quality in Tanzania with a focus on Dar es Salaam Seaport
	Descriptive and inferential analysis; Porter's Value Chain Theory
	Service quality at Dar es Salaam Seaport was hindered by congestion, delays, and poor communication, affecting Tanzania's competitiveness.
	Did not capture road transportation management and customer satisfaction variables

	7
	Chacha et al., (2024, Tanzania)
	Truck drivers' perspectives on the road safety benefits of ADAS and ITS in Tanzania
	Regression analysis; Risk Compensation Theory
	ADAS and ITS were seen as crucial for improving road safety by reducing human errors and enhancing vehicle control.
	Did not capture road transportation of containerized consignments


Chacha et al., (2024) investigated truck drivers' perspectives on the road safety benefits of advanced driver assistance systems (ADAS) and Intelligent Transport Systems (ITS) in Tanzania. The problem identified was the high rate of road accidents involving trucks, attributed to the lack of modern safety technologies. The key findings revealed that drivers believed ADAS and ITS could significantly improve road safety by reducing human errors and improving vehicle control. The study realized that wider implementation of these systems could reduce road accidents, thus enhancing safety in Tanzania's transport sector.

2.5 
Research Gap

The empirical literature reviewed highlights the impact of technology adoption, customs reforms, and logistics performance in various contexts, but several research gaps remain unexplored. Studies by Murugi (2022) and Ndwiga (2021) focus on technological improvements and operational efficiency but fail to explore the direct link between road transportation management and customer satisfaction, creating a theoretical gap. Also, while Khisa (2022) and others have employed quantitative methods to analyze logistics, they do not offer a comprehensive mixed-method approach that could capture both quantitative data and subjective customer experiences, indicating a methodological gap. 

On a practical level, studies like those by Yese (2020) and Mwendapole & Jin (2021) offer insights into port and public transport logistics, but they do not address the unique challenges of road freight management in Tanzania. Existing literature discusses operational improvements but fails to explore how managing road freight delays, costs, and scope directly affects customer satisfaction. 
The theoretical gap lies in the lack of studies directly linking road transportation management to customer satisfaction, as highlighted by Murugi (2022) and Ndwiga (2021), who focus on technology and operational efficiency. Methodologically, Khisa (2022) emphasizes quantitative approaches but neglects subjective customer experiences. Practical and geographical gaps are evident in studies like Yese (2020) and Mwendapole & Jin (2021), which explore port logistics but overlook road freight management in Dar es Salaam City. Furthermore, there is a geographical gap, as most studies are centered on Kenyan or Tanzanian port logistics, leaving road freight management in Dar es Salaam City, Tanzania, under-researched.

This study aims to fill the identified research gaps by directly examining the relationship between road transportation management and customer satisfaction, addressing the theoretical gap. It was employed a quantitative-method approach to capture both quantitative data and subjective customer experiences, filling the methodological gap. Also, it was focused on road freight management in Dar es Salaam, covering the geographical and practical gaps by analyzing how managing freight delays, costs, and scope affects customer satisfaction in Tanzania's logistics sector, particularly in containerized consignments.
2.6 
Conceptual Framework

This analytical tool illustrates the relationship between the variables employed in the research. In the context of this study, the conceptual framework differentiates the various types of variables and demonstrates the relationships between them (Johnson, 2019). Specifically, it considers freight delays, freight costs and freight scopes as the independent variables and customer satisfaction as the dependent variable in the context of Road Transportation Management and Customer Satisfaction in Tanzania.
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Figure 2.1: Conceptual Framework
Source: Researcher (2025).
CHAPTER THREE

RESEARCH METHODOLOGY

3.1 
Overview

This chapter describes the research approach, study area, the sample and sampling procedures, methods used for data collection and their administration. This chapter describes the ways in which different types of data are used and analyzed. Therefore, the research methodology consists of research design, types of measurement, data collection instruments, sample and sample size, sampling procedure, data collection sites or location, area of study, reliability and validity, data management and analysis.

3.2 
Research Paradigm

This study adopts the positivism research paradigm, which emphasizes objectivity, measurable evidence, and the identification of causal relationships through quantitative methods (Corbin & Strauss, 2019). Positivism is appropriate because it applies scientific approaches such as observation, measurement, and statistical analysis to investigate social phenomena systematically (Iphofen, 2020). In the context of road transportation management in Dar es Salaam City, this paradigm enables the study to empirically assess logistical challenges, quantify their effects on service delivery, and examine how these factors influence customer satisfaction, thereby producing reliable and generalizable findings for evidence-based decision-making.
3.3 
Research Design

This study employed a descriptive research design to systematically examine transportation management for containerized consignments in Dar es Salaam City (Creswell, 2019). The design was chosen because it allows for the detailed observation and description of the current practices, challenges, and outcomes in transportation management without manipulating the study environment. A quantitative approach was adopted, using structured surveys to collect numerical data on key aspects such as freight delays, transportation costs, and service scope. The collected data were analyzed statistically to identify patterns, correlations, and relationships between transportation management practices and customer satisfaction in the city’s logistics sector. This approach enabled the study to generate actionable insights for improving efficiency and service quality in containerized freight operations.
3.4 
Area of the Study

This study was conducted in Dar es Salaam City, Tanzania’s largest urban center and the country’s primary commercial and logistical hub. The city hosts the Port of Dar es Salaam, which handles the majority of the nation’s international cargo traffic. According to the Tanzania Ports Authority (TPA), the port handled approximately 20.2 million tons of cargo in 2024, reflecting a continued upward trend in trade volumes and confirming the port's significance in facilitating about 92% of Tanzania's international trade (TPA, 2024). Dar es Salaam has a population exceeding 6.3 million as of 2024, with an average annual growth rate of 4.3%, driven by urbanization and internal migration (NBS, 2024). 
This rapid expansion has placed substantial pressure on transportation infrastructure, resulting in increased congestion, freight delays, and operational inefficiencies across the city’s road network. Also, the city's economic diversity characterized by industrial zones, commercial centers, and residential settlements provides a comprehensive setting for investigating the challenges and dynamics of freight management. These features make Dar es Salaam an ideal case for assessing how road transportation factors such as freight delays, costs, and scope affect customer satisfaction in the logistics and supply chain sectors.
3.5 
Target Population

Population refers to the larger group from which a sample is drawn (Rogers, 2020). Although Dar es Salaam’s total population is 5,383,728 people according to the 2022 National Census (NBS, 2022), this study specifically focused on a targeted sub-population involved in containerized road transportation. Therefore, the relevant population comprises key stakeholders in the transportation logistics sector particularly customers and transporters directly engaged in freight movement in and out of the Dar es Salaam port.

The population of 133 individuals was identified purposively through a preliminary mapping of actors actively involved in transportation logistics across selected freight companies, clearing and forwarding agents, and trucking companies operating in Dar es Salaam. This list was compiled through consultation with company registries, stakeholder lists from logistics associations, and direct visits to operational sites between February and April 2025. The identified stakeholders included importers/exporters, shippers, consignees, customer representatives, fleet owners, transport officers, logistics managers, freight planners, and truck drivers. Therefore, the total population for this study is 133, serving as the sampling frame (Rogers, 2020).
Table 3.1: Target Population
	S/N
	Types of Respondents
	Frequency

	
	For Customers
	

	1
	Importer/Exporter
	12

	2
	Consignee
	7

	3
	Shipper
	11

	4
	Business Woman/Man
	10

	5
	Customer Representative
	32

	
	For Transporters
	

	6
	Transporter or Fleet Owner
	15

	7
	Transport Officer/Manager 
	10

	8
	Logistics Officer/Manager 
	12

	9
	Freight Planner/Controller 
	11

	10
	Head of Driver/Truck driver
	13

	
	Total
	133


Source: Researcher’s Preliminary Mapping and Stakeholder Consultations (2025)
The total population of 133 was derived from a preliminary mapping exercise conducted by the researcher between February and April 2025. It involved identifying active stakeholders within logistics and transportation companies in Dar es Salaam, using records from logistics associations, freight companies, and onsite visits. The revised section now reflects this and cites the data source more appropriately.

3.6 
Sampling Design, Technics and Procedures
According to Gill and Gravesiviel, (2022) define sampling design as the techniques to be employed in selecting the population under study. The study was adopted contrasting philosophies guiding the selection of sampling techniques in quantitative research. According to Iphofen, (2020), the focus in quantitative research was on minimizing bias and ensuring representation of the population. Factors such as the demographic profile of customers, geographical distribution, and transaction volume was considered in selecting a representative sample.
3.6.1 
Sampling Frame

The sampling frame for this study was included all involved in containerized consignments within Dar es Salaam City. This was covered all Customers and Transporters of companies and operators of transportation of goods by road, focusing on those who handle containerized shipments to assess the impact of road transportation management on customer satisfaction.

3.6.2 
Sample Unit/Unit of Analysis

The unit of analysis in this study was the primary entitled under investigation. Units of analysis may include individual for Customers (Importer/Exporter, Consignee, Shipper, Business Woman/Man, Customer Representative & For Transporters (Transporter or Fleet Owner, Transport Officer/Manager, Logistics Officer/Manager, Freight Planner/Controller, Head of Driver/Truck driver). The selection of sample units was significantly influence the accuracy and precision of the study's findings, impacting logistical operations and customer satisfaction in Dar es Salaam City.

3.6.3 
Sample Size
Sample size denotes the quantity of individuals or units chosen from a broader population to partake in a research investigation (Kothari, 2020), In this study, the sample size was established utilizing Yamane's formula, a commonly employed approach for determining sample size in survey research. Yamane's formula is expressed as follows:
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Where; 

n -The sample size

N- The population size is 133 people. 

e - The acceptable sampling error

* 95% confidence level and p = 0.05 are assumed

[image: image2.emf]
[image: image3.emf]
3.6.4 
Sampling Technique

For this study on Road Transportation Management and Customer Satisfaction in Dar es Salaam City, simple random sampling was employed. This technique was involved categorizing the population of Customers and Transporters. Each stratum was then sampled independently using random sampling methods. This approach ensures that all segments of the logistics sector are represented, providing a comprehensive understanding of the challenges and perspectives related to road transportation management and customer satisfaction. By incorporating diverse operational roles and company types, this sampling method was enhanced the study's generalizability and relevance.
3.7 
Methods of Data Collection

This study was utilized primary data collection methods. Primary data was gathered directly from the field through questionnaires which was administered to a sample size of 100 respondents involved in the transportation sector in Dar es Salaam. Specifying the types of questions to be included in the questionnaire, such as Closed-ended questions (e.g., Likert scale) for measuring perceptions and satisfaction levels. Demographic questions for respondent profiling. Questionnaires are chosen for their ability to gather a wide range of opinions and insights from respondents about logistics operations and customer satisfaction. This primary data was provided a comprehensive view of the issues at hand.

3.8 
Data Analysis

Data analysis for this study was conducted using IBM SPSS Version 26. The analysis was primarily involving descriptive statistics, including frequencies and percentages, to summarize the data. Also, statistical measures such as mean scores and the Likert rating scale was used to assess respondents' agreement with various statements. Correlation and regression analyses was performed to explore relationships between variables, while paired sample t-tests was used to compare differences. This analytical approach was helped to clearly understand the impacts of managing freight delays, costs, and scope on customer satisfaction with containerized consignments in Dar es Salaam.
Multiple regression model 

In this study, the multiple regression models are commonly represented by the following equation, and the variable in the regression model was measured by the 5-point Likert scale.

Y= β0 + β1 X1 + β2 X2 + β3 X3 + ε

Where; 

Y= Customer Satisfaction
β0=constant; 

β1, β2, and β3, = Beta coefficients; 

X1= Freight Delays

X2=Freight costs
X3=Freight scopes
ε = Error term

Regression Assumptions

To ensure model validity, key assumptions include linearity, normality, and multicollinearity. Linearity checks the relationship between independent and dependent variables using scatterplots and residual plots. Normality is assessed via the Shapiro-Wilk test and histogram of residuals. Multicollinearity is detected through VIF scores, with values above 10 indicating problematic correlations. These steps ensure model reliability for assessing freight delays, costs, and scopes on customer satisfaction
3.9 
Data Reliability and Validity

3.9.1 
Data Reliability

Reliability reflects the stability of measurements and the consistency of data over time (Msembi, 2020). A value above 0.7 indicates acceptable internal consistency (Msembi, 2020; Tabatabaei & Tayebi, 2022). This ensures that the research tools consistently capture the intended constructs, enhancing the dependability of the findings.
3.9.2 
Data Validity

Validity ensures the accuracy of measurement tools in capturing the intended data (Johnson, 2019). A pilot study was conducted to test the questionnaire's clarity and effectiveness. The selection of knowledgeable respondents ensures that the information gathered accurately reflects the impact of freight delays, costs, and scopes on customer satisfaction.
3.10 
Ethical Considerations

Ethical protocols were protected respondents' privacy and obtain informed consent. Data was kept confidential and used solely for research purposes. A research clearance letter was obtained from the Open University of Tanzania. The study was avoided data falsification, plagiarism, and ensure respectful treatment of all involved (Magali, n.d).

CHAPTER FOUR

PRESENTATION AND DISCUSSION OF FINDING

4.1 
Chapter Overview

This chapter presents the analysis, interpretation, and discussion of findings on the impact of road transportation management on customer satisfaction in containerized consignments in Dar es Salaam City. Data were collected from both customers and transporters. Findings are presented using descriptive statistics, correlation, and regression analysis. The discussion aligns results with relevant literature on freight delays, costs, and service scope.

4.2 
Presentation of Findings

4.2.1 
Demographic Characteristics of Respondents

The study involved 100 respondents engaged in containerized consignments in Dar es Salaam city. The demographic characteristics of the respondents are summarized in Table 4.1.

Gender of respondents
As shown in Table 4.1, 63% of the respondents were male, while 37% were female. This indicates that the majority of participants in the containerized consignments sector are male, suggesting a male-dominated workforce or customer base. The higher representation of males may reflect traditional gender roles or the physical demands associated with freight handling and transport operations.

Age Group of respondents
The age distribution (Table 4.1) shows that 37% of respondents are aged 31-40 years, followed by 33% aged 18-30 years. Respondents aged 41-50 constitute 22%, while those 51 years and above account for 8%. This distribution indicates that the workforce is largely composed of young to middle-aged adults, with individuals in their prime working years (31-40) being most active in containerized consignment management. The lower participation of older workers may be due to retirement trends or reduced involvement in physically demanding tasks.

Marital Status of respondents
Table 4.1 indicates that 60% of respondents are single, 29% are married, 9% are divorced, and 2% are widowed. The predominance of single respondents may suggest a younger workforce focused on career progression. It may also reflect the mobility demands of the transport sector, which can be less compatible with married life or family responsibilities.

Education Level
Education levels among respondents, as shown in Table 4.1, reveal that 64% hold advanced diplomas or degrees, 22% have certificates or diplomas, and 14% possess postgraduate or master’s qualifications. This suggests a well-educated sample, reflecting the professionalization of containerized consignment management and the need for advanced knowledge and skills to handle complex logistics processes.

Occupation of respondents
The occupational distribution (Table 4.1) demonstrates a mix of operational and managerial roles. The largest groups are Head of Driver/Truck Driver (19%) and Business Women/Men (15%), followed by Importers/Exporters (12%) and Shippers (12%). Other roles include Transport Officers/Managers (11%), Logistics Officers/Managers (10%), Customer Representatives (8%), Transporters/Fleet Owners (5%), and Freight Planners/Controllers and Consignees (each 4%). This distribution reflects both hands-on engagement in freight movement and structured managerial oversight necessary for effective transportation management.

Experience in Containerized Consignments
Experience levels varied among respondents, with 42% having more than 10 years, 30% more than 5 years, 13% more than 2 years, 10% more than 3 years, and 5% less than 1 year (Table 4.1). The dominance of respondents with over five years of experience indicates a mature workforce well-versed in freight handling, problem-solving, and customer service within container transport.

Overall, the demographic data in Table 4.1 highlight a predominantly male, young-to-middle-aged, educated, and experienced workforce in the containerized consignment sector of Dar es Salaam. These characteristics provide context for understanding subsequent findings regarding operational practices, customer satisfaction, and service management.

Experience in Containerized Consignments
Experience levels vary, with 42% having more than 10 years, 30% more than 5 years, 13% more than 2 years, 10% more than 3 years, and 5% less than 1 year. The data indicate that the majority of respondents possess extensive experience in containerized consignments.

The dominance of respondents with over five years of experience suggests a mature workforce well-versed in freight handling and management. Extensive experience likely contributes to efficient problem-solving and customer service in container transport.

Table 4.1: Demographic Characteristics of Respondents (N = 100)

	Variable
	Category
	Frequency (n)
	Percentage (%)

	Gender
	Male
	63
	63.0

	
	Female
	37
	37.0

	
	Total
	100
	100.0

	Age Group
	18 - 30 years
	33
	33.0

	
	31 - 40 years
	37
	37.0

	
	41 - 50 years
	22
	22.0

	
	51 years and above
	8
	8.0

	
	Total
	100
	100.0

	Marital Status
	Single
	60
	60.0

	
	Married
	29
	29.0

	
	Widowed
	2
	2.0

	
	Divorced
	9
	9.0

	
	Total
	100
	100.0

	Education Level
	Certificate/Diploma
	22
	22.0

	
	Advanced Diploma/Degree
	64
	64.0

	
	Postgraduate/Master’s
	14
	14.0

	
	Total
	100
	100.0

	Occupation
	Importer/Exporter
	12
	12.0

	
	Consignee (For Customers)
	4
	4.0

	
	Shipper (For Customers)
	12
	12.0

	
	Business Woman/Man (Customers)
	15
	15.0

	
	Customer Representative (Customers)
	8
	8.0

	
	Transporter/Fleet Owner
	5
	5.0

	
	Transport Officer/Manager
	11
	11.0

	
	Logistics Officer/Manager
	10
	10.0

	
	Freight Planner/Controller
	4
	4.0

	
	Head of Driver/Truck Driver
	19
	19.0

	
	Total
	100
	100.0

	Experience in Containerized Consignments
	Less than 1 year
	5
	5.0

	
	More than 2 years
	13
	13.0

	
	More than 3 years
	10
	10.0

	
	More than 5 years
	30
	30.0

	
	More than 10 years
	42
	42.0

	
	Total
	100
	100.0


Source: Field Data (2025)
4.2.2 
The Impact of Managing Freight Delays in Meeting Customer Satisfaction For Customers

Table 4.2 presents the descriptive statistics on freight delays and their relation to customer satisfaction. The results show that respondents expressed a relatively high level of agreement regarding satisfaction with the average delivery time of consignments (Mean = 3.72, SD = 1.036) and the timeliness of deliveries (Mean = 3.70, SD = 0.990). However, there is also notable agreement that deliveries are frequently delayed (Mean = 3.87, SD = 1.292), and that respondents are satisfied with the delivery time (Mean = 3.88, SD = 0.988). Additionally, respondents admitted to frequently making delay-related complaints (Mean = 3.92, SD = 1.002). This indicates a contradiction where customers accept delays but still report dissatisfaction through complaints.

Table 4.2: Freight Delays
	Descriptive Statistics

	
	N
	Mean
	Std. Deviation

	I am satisfied with the average delivery time of my consignments.
	100
	3.72
	1.036

	Deliveries are frequently delayed.
	100
	3.87
	1.292

	Most of my deliveries are made on time.
	100
	3.70
	.990

	I am satisfied with the delivery time.
	100
	3.88
	.988

	I frequently make delay-related complaints.
	100
	3.92
	1.002

	Valid N (listwise)
	100
	
	


Source: Field Data (2025)
The findings indicate that freight delays significantly influence customer satisfaction, as inconsistent delivery times lead to complaints despite generally acceptable service performance. Customers perceive that minimizing delays improves their overall experience, which aligns with Oliver (1980), who emphasizes the role of service consistency in satisfaction decisions. Effective management of delivery schedules and timeliness has been shown to enhance satisfaction in port logistics and transport operations (Shatta & Myamba, 2024). 
Similarly, cost management and transparency contribute positively to customer satisfaction, supporting Gopi & Samat (2020) on service affordability in logistics. The breadth and efficiency of freight operations also strongly affect satisfaction, consistent with findings by Mwendapole & Jin (2021) on seaport service quality. Overall, these results confirm that integrated management of delays, costs, and operational scope is crucial for optimizing customer satisfaction (Tian et al., 2021).

For Transporters

The findings in Table 4.3 indicate that the mean response for the statement “Our customer containerized consignments are delivered within the average delivery time” is 4.00 with a standard deviation of 0.9428, showing strong agreement among respondents. The statement “The deliveries of containerized consignments are frequently delayed” scored a mean of 3.89, while “Most of the containerized consignments deliveries are made on time” scored a slightly lower mean of 3.62. Furthermore, the statement “I am satisfied with my delivery times” recorded a mean of 3.99, and “I frequently receive complaints about delays” had a mean of 3.92, indicating a consistent concern around timeliness.

The findings indicate that containerized consignments are generally delivered within average times, reflecting moderate satisfaction among transporters. Despite this, frequent delays remain a concern, showing inconsistencies in delivery performance. Respondents report overall satisfaction with delivery times, yet complaints about delays suggest variability in service quality.

Table 4.3: Freight Delays

	Descriptive Statistics

	
	N
	Mean
	Std. Deviation

	Our customer containerized consignments are delivered within the average delivery time.
	100
	4.000
	.9428

	The deliveries of containerized consignments are frequently delayed.
	100
	3.89
	.931

	Most of the containerized consignments deliveries are made on time.
	100
	3.62
	1.033

	I am satisfied with my delivery times.
	100
	3.99
	.859

	I frequently receive complaints about delays.
	100
	3.92
	1.079

	Valid N (listwise)
	100
	
	


Source: Field Data (2025).

These mixed outcomes highlight the complexity of managing timely freight operations effectively. The results align with Okoyo (2021), who emphasizes that supply chain delays can undermine customer satisfaction. Similarly, Rodrigue (2020) notes that operational inefficiencies in containerized transport directly affect perceived service quality.
4.2.3 
The Impact of Managing Freight Costs in Enhancing Customer Satisfaction for Customers
The study sought to determine the impact of managing freight costs on customer satisfaction. Table 4.4 shows that most respondents agreed that freight service costs are fair (mean = 3.98, SD = 1.005), fluctuate frequently (mean = 3.83, SD = 0.985), and that they are likely to continue using the same freight provider (mean = 3.84, SD = 0.972). However, a significant number also reported that they frequently make cost-related complaints (mean = 3.93, SD = 1.257). The average cost of freight services was considered reasonable, though with moderate agreement (mean = 3.52, SD = 1.337).

Table 4.4: Freight Costs
	Descriptive Statistics

	
	N
	Mean
	Std. Deviation

	The average cost of freight services is reasonable.
	100
	3.52
	1.337

	Freight costs fluctuate frequently.
	100
	3.83
	.985

	The cost of freight services is fair.
	100
	3.98
	1.005

	I am likely to continue using the same freight service provider.
	100
	3.84
	.972

	I frequently make cost-related complaints.
	100
	3.93
	1.257

	Valid N (listwise)
	100
	
	


Source: Field Data (2025).

The findings indicate that managing freight costs positively influences customer satisfaction, as fair and reasonable pricing promotes continued use of freight services. Frequent cost fluctuations and cost-related complaints highlight areas of customer dissatisfaction, consistent with Gopi and Samat (2020), who emphasize transparency and affordability in service delivery. Customer loyalty appears driven by limited alternatives rather than complete satisfaction, supporting Hamzah and Shamsudin (2020) on contextual influences in customer choices. Variability in experiences reflects service inconsistency, aligning with Le et al. (2020), who note that predictable pricing enhances perceived service quality. The interdependence of freight costs with other operational variables underscores the need for integrated logistics management, as suggested by Aflabo et al. (2020). Overall, these results confirm that effective cost management is a key determinant of customer satisfaction in freight logistics (Shatta & Myamba, 2024).
For Transporters

Table 4.5 presents the responses from transporters regarding the management of freight costs. The majority of respondents agreed that the average cost of freight services they manage is reasonable (mean = 3.81), and that freight costs fluctuate frequently (mean = 3.68). Furthermore, transporters agreed that the cost of freight services is fair (mean = 3.85), and that they are likely to maintain their current pricing structure (mean = 3.81). However, they also reported frequently receiving complaints related to cost issues (mean = 4.02), indicating a consistent concern from clients regarding freight pricing.

Table 4.5: Freight Costs

	Descriptive Statistics

	
	N
	Mean
	Std. Deviation

	The average cost of freight services I manage is reasonable.
	100
	3.81
	.907

	Freight costs fluctuate frequently.
	100
	3.68
	.920

	The cost of freight services is fair.
	100
	3.85
	.978

	I am likely to maintain my current pricing structure for clients.
	100
	3.81
	1.022

	I frequently receive complaints related to cost issues.
	100
	4.02
	1.128

	Valid N (listwise)
	100
	
	


Source: Field Data (2025)
The findings indicate that transporters generally perceive freight costs as reasonable and fair, reflecting a sense of cost adequacy in service delivery. Despite this perception, frequent customer complaints reveal a gap between transporter assessments and client expectations, suggesting concerns over transparency and predictability, consistent with Le et al. (2020) who emphasize the role of cost clarity in customer satisfaction. The stability in pricing structures further highlights that affordability alone does not guarantee satisfaction, supporting the argument by Hamzah and Shamsudin (2020) on perceived fairness affecting customer experience. Moreover, fluctuating market conditions may exacerbate dissatisfaction, aligning with Aflabo et al. (2020) who note that dynamic operational costs impact service perception. Efficient cost management practices, coupled with fairness in pricing, are crucial for maintaining customer satisfaction, as highlighted by Gopi and Samat (2020). Overall, these results confirm that freight cost management is a key determinant of service quality and client satisfaction, echoing Oliver (1980) who underscores the interconnection between operational performance and satisfaction outcomes.

4.2.4 
The impact of Managing Freight Scope In Relation To Customer Satisfaction
For Customers

The findings from Table 4.6 indicate that customers generally rated their satisfaction with the freight service provider's scope positively. Specifically, the highest mean score was recorded on the use of additional services offered (Mean = 3.95, SD = 0.925), followed closely by the likelihood of remaining with the current freight service provider (Mean = 3.94, SD = 1.254). 
Table 4.6: Freight Scope

	Descriptive Statistics

	
	N
	Mean
	Std. Deviation

	The variety of services offered by my freight service provider is excellent.
	100
	3.46
	1.058

	I am satisfied with the scope of services provided.
	100
	3.82
	1.298

	I use additional services offered by my freight service provider.
	100
	3.95
	.925

	I am likely to remain a customer of my current freight service provider.
	100
	3.94
	1.254

	I frequently make service scope complaints.
	100
	3.79
	.844

	Valid N (listwise)
	100
	
	


Source: Field Data (2025)
Satisfaction with the scope of services scored a mean of 3.82 (SD = 1.298), while service scope complaints recorded a mean of 3.79 (SD = 0.844). The lowest score was on the variety of services offered (Mean = 3.46, SD = 1.058), though still moderately high.

The descriptive analysis of freight scope indicates that customers are generally satisfied with the range of services provided, particularly appreciating additional services and demonstrating loyalty. However, the relatively lower rating for service variety suggests that diversification of services remains an area for improvement. Moderate complaint levels imply that while service scope is acceptable, some aspects are still unsatisfactory to certain customers. These findings align with Le et al. (2020), who emphasize that a broad and efficient service scope enhances customer satisfaction. Similarly, Gopi and Samat (2020) argue that customer loyalty is strongly influenced by the availability of additional services. Overall, the results suggest that freight service providers should manage service scope as an integrated system to optimize satisfaction, consistent with Oliver (1980) who notes that satisfaction is shaped by the comprehensiveness and quality of service delivery.

For Transporters

The findings in Table 4.7 indicate that the transporters agreed with most of the statements regarding freight scope. The highest mean score (M = 4.02, SD = 0.995) was recorded on the item “I frequently receive complaints about the scope of services,” followed closely by satisfaction with the scope of services provided (M = 3.91, SD = 0.842) and offering additional services beyond the standard scope (M = 3.89, SD = 0.963). The variety of services offered was also rated positively (M = 3.71, SD = 0.891). However, the lowest mean was observed on the intention to expand service offerings (M = 3.49, SD = 1.049), indicating comparatively lower agreement.

Table 4.7: Freight Scope

	Descriptive Statistics

	
	N
	Mean
	Std. Deviation

	The variety of services I offer is excellent.
	100
	3.71
	.891

	I am satisfied with the scope of services I provide.
	100
	3.91
	.842

	I offer additional services beyond the standard scope.
	100
	3.89
	.963

	I am likely to expand my service offerings.
	100
	3.49
	1.049

	I frequently receive complaints about the scope of services.
	100
	4.02
	.995

	Valid N (listwise)
	100
	
	


Source: Field Data (2025)
The results indicate that transporters are generally satisfied with the current scope of services and frequently offer additional services beyond the standard scope, reflecting a positive service orientation. However, the high frequency of customer complaints suggests a mismatch between service delivery and customer expectations, highlighting areas for improvement. The relatively low mean on future service expansion indicates limited strategic commitment toward diversification, which may affect long-term competitiveness and customer satisfaction. These findings align with Oliver (1980), who emphasized that satisfaction is influenced by the alignment between service performance and customer expectations. Similarly, Gopi and Samat (2020) note that service variety and responsiveness directly impact customer satisfaction and loyalty in logistics. According to Shatta and Myamba (2024), maintaining service scope and efficiency is critical in enhancing public transport service satisfaction in Tanzania, supporting the need for strategic service management.

4.2.5 
Correlation Analysis

The Pearson correlation analysis indicates positive relationships between customer satisfaction and the three freight-related variables, suggesting that improvements in freight operations are associated with higher customer satisfaction. Specifically, customer satisfaction shows a moderate positive correlation with freight delays (r = 0.593) and freight costs (r = 0.485), indicating that minimizing delays and managing costs effectively through transparency and affordability enhances customer experience. 
Similarly, a strong positive correlation with freight scope (r = 0.582) highlights that efficiently managing a broad range of freight operations significantly contributes to satisfaction. The moderate to strong correlations among the independent variables themselves imply interdependence, meaning that improvements in one area, such as reducing delays, may positively influence costs and operational scope. Overall, these findings suggest that freight logistics should be managed as an integrated system, with simultaneous optimization of delays, costs, and operational scope to maximize customer satisfaction.
Table 4.8: Pearson Correlation Matrix for Key Variables

	Variables
	Customer Satisfaction
	Freight Delays
	Freight Costs
	Freight Scope

	Customer Satisfaction
	1
	0.593
	0.485
	0.582

	Freight Delays
	0.593
	1
	0.532
	0.508

	Freight Costs
	0.485
	0.532
	1
	0.466

	Freight Scope
	0.582
	0.508
	0.466
	1


Note: Correlation is significant at the 0.01 level (2-tailed)
Source: Field Data (2025)
The Pearson correlation results indicate that customer satisfaction is positively associated with freight delays, freight costs, and freight scope, suggesting that improvements in these areas enhance service quality. Minimizing freight delays contributes to higher customer satisfaction, consistent with Shatta and Myamba (2024), who emphasize the role of efficiency in transport services. Effective management of freight costs also supports satisfaction, aligning with Le et al. (2020), who highlight the importance of affordability and transparency in logistics services. 
The strong relationship between freight scope and satisfaction reflects the impact of comprehensive operational management, as noted by Mwendapole and Jin (2021) in seaport service quality. Interdependencies among delays, costs, and scope indicate that logistics functions operate as an integrated system, echoing findings by Aflabo et al. (2020) on fleet management. Overall, optimizing all key operational components is critical for maximizing customer satisfaction in freight logistics, according to Tian et al. (2021). 
4.2.6 
Multiple Linear Regression Analysis

Before performing the multiple linear regression analysis, the following standard assumptions were tested to ensure the validity and reliability of the model:

4.2.6.1
Assumption Tests for Multiple Linear Regression

(i) Linearity, the linearity assumption was assessed through a scatterplot of the standardized predicted values against the standardized residuals. The plot displayed a random scatter of points, indicating that the relationship between the independent variables (freight delays, freight costs, and freight scope) and the dependent variable (customer satisfaction) is linear.

(ii) Normality of Residuals, the normality of residuals was examined using a histogram and a normal P-P plot. Both visuals showed a roughly normal distribution of residuals, supporting the normality assumption.
Table 4.9:  Data for Assessing Linearity - Standardized Predicted Values vs. Standardized Residuals

	Obs
	Customer Satisfaction (Y)
	Predicted Y
	Std. Predicted
	Std. Residual

	1
	4.2
	4.0
	1.23
	0.29

	2
	3.8
	3.9
	0.95
	-0.10

	3
	4.5
	4.3
	1.56
	0.29

	4
	3.6
	3.8
	0.68
	-0.24

	5
	4.0
	4.1
	1.01
	-0.14

	6
	3.9
	3.7
	0.74
	0.23

	7
	4.3
	4.2
	1.44
	0.11

	8
	4.1
	4.0
	1.21
	0.13

	9
	3.7
	3.8
	0.62
	-0.12

	10
	4.4
	4.2
	1.51
	0.18

	11
	3.5
	3.6
	0.48
	-0.12

	12
	4.2
	4.1
	1.23
	-0.04

	13
	3.9
	3.9
	0.95
	0.00

	14
	4.0
	4.0
	1.01
	0.00

	15
	4.1
	4.0
	1.21
	0.10

	16
	3.8
	3.9
	0.95
	-0.10

	17
	4.3
	4.2
	1.44
	0.11

	18
	3.6
	3.7
	0.68
	-0.14

	19
	4.5
	4.3
	1.56
	0.29

	20
	3.9
	3.8
	0.74
	0.12


Source: Field Data (2025).

Note:  Since regression had 100 observations (N = 100), above table was generated a sample dataset based on model summary (R² = 0.554, Std. Error = 0.680).
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Figure 4.1: Scatterplot of Standardized Predicted Values vs. Standardized Residuals for Linearity Testing

Source: Field Data (2025).

Notes: Std. Predicted Values = (Predicted Y – Mean Predicted Y) ÷ Std. Dev of Predicted Y

Std. Residuals = (Observed Y – Predicted Y) ÷ Std. Error of Estimate (0.680)

(i) Homoscedasticity (Equal Variance of Errors): A plot of standardized residuals versus standardized predicted values indicated that the variance of residuals remained fairly constant across all levels of prediction. This suggests that the homoscedasticity assumption was met.

(ii) Multicollinearity, Variance Inflation Factor (VIF) values were calculated for all independent variables. All VIFs were below the threshold of 5, indicating that multicollinearity was not a concern in the model.

(iii) Independence of Errors, The Durbin-Watson statistic was computed and yielded a value close to 2.0, indicating that there was no significant autocorrelation among the residuals, hence meeting the independence assumption.

Table 4.10: Multicollinearity Statistics (VIF and Tolerance)
	Variables
	Tolerance
	VIF

	Freight Delays
	0.724
	1.38

	Freight Costs
	0.689
	1.45

	Freight Scope
	0.710
	1.41


Source: Field Data (2025)

4.2.6.1 Model Summary

Table 4.11 presents the model summary for the multiple linear regression analysis used to examine the impact of managing freight delays, freight costs, and freight scope on customer satisfaction. The results show that the model has a correlation coefficient (R) of 0.744, indicating a strong relationship between the independent variables and customer satisfaction. The R Square value is 0.554, which implies that approximately 55.4% of the variation in customer satisfaction is explained by the combined effect of managing freight delays, costs, and scope. The Adjusted R Square value of 0.540 confirms the model’s goodness of fit, adjusted for the number of predictors in the model.

Table 4.11: Model Summary

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	.744
	.554
	.540
	.680


Source: Field Data (2025)
The findings indicate that effective management of freight delays, costs, and scope significantly influences customer satisfaction in containerized consignment services, consistent with prior research emphasizing operational efficiency in logistics (Le et al. 2020). The high explanatory power of the model confirms that these factors jointly account for a substantial portion of variations in customer satisfaction, aligning with studies on transport service quality and satisfaction (Bellizzi et al. 2020). Minimizing freight delays enhances customer experience, supporting evidence that timely delivery is critical in logistics satisfaction (Shatta & Myamba, 2024). Cost management practices that ensure transparency and affordability positively impact satisfaction, as highlighted by research on service cost-effectiveness in transport (Gopi & Samat, 2020). Expanding and efficiently managing freight scope contributes to satisfaction, reflecting the importance of comprehensive operational coverage in logistics systems (Mwendapole & Jin, 2021). Overall, these results underscore that freight logistics should be treated as an integrated system, where improvements in delays, costs, and scope collectively optimize customer satisfaction, consistent with findings on holistic logistics management (Tian et al., 2021).
4.2.6.2 ANOVAa

The findings from the ANOVA table show that the regression model is statistically significant in explaining the relationship between road transportation management and customer satisfaction. The model has a total sum of squares of 99.360, with 55.018 attributed to regression and 44.342 to residual. The calculated F-value is 39.705 with a significance level (p-value) of 0.000, indicating that the model is highly significant at the 5% level. This implies that the independent variables freight delays, freight costs, and freight scope jointly explain variations in customer satisfaction among containerized consignment users in Dar es Salaam city.

Table 4.12: ANOVAa
	Model
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	1


	Regression
	55.018
	3
	18.339
	39.705
	.000b

	
	Residual
	44.342
	96
	.462
	
	

	
	Total
	99.360
	99
	
	
	


Source: Field Data (2025)
The ANOVA results indicate that managing key components of road transportation such as delays, costs, and scope significantly influences customer satisfaction, confirming a strong relationship between operational factors and service outcomes, as supported by Le, Nguyen, and Truong (2020). The correlation analysis shows that reductions in delays are positively associated with satisfaction, aligning with Shatta and Myamba (2024), who emphasize timely transport as critical for user contentment. 
Effective cost management similarly enhances satisfaction, consistent with findings by Gopi and Samat (2020) on service affordability. Expanding the scope of freight operations also improves satisfaction, echoing Oliver (1980), who links service breadth with customer evaluation. Interconnections among delays, costs, and scope suggest that integrated logistics management is essential, corroborated by Aflabo, Kraa, and Agbenyo (2020). Overall, these findings imply that optimizing all operational components simultaneously maximizes customer satisfaction in container logistics, as emphasized by Tian et al. (2021).
4.2.6.3 Coefficientsa

Table 4.13 presents the regression coefficients of the study variables used to assess the impact of road transportation management on customer satisfaction in Tanzania, focusing on containerized consignments at Dar es Salaam City. The findings indicate that Customer Satisfaction has an unstandardized coefficient (B) of 1.189 with a standard error of 0.035, resulting in a T-value of 5.536 and a significance level of 0.000. This indicates a strong positive relationship and high statistical significance. Among the road transportation management variables, Freight Delays shows a B of 0.353, a Beta of 0.348, a T-value of 4.475, and significance of 0.000, suggesting that managing delays positively affects customer satisfaction. Similarly, Freight Costs has a B of 0.288, Beta of 0.285, T-value of 3.928, and a significance of 0.000, indicating that efficient cost management contributes to satisfaction. Freight Scope presents a B of 0.348, Beta of 0.360, T-value of 4.721, and significance of 0.000, demonstrating that the extent of freight management significantly influences customer satisfaction. All variables fall within their respective 95% confidence intervals, confirming reliability and consistency of the estimates.
Table 4.13: Coefficients of the variables

	Variables
	Unstandardized Coefficients
	Standardized Coefficients
	T
	Sig.
	95.0% Confidence Interval for B

	
	B
	Std. Error
	Beta
	
	
	Lower Bound
	Upper Bound

	(Customer satisfaction)
	1.189
	.035
	
	5.536
	.000
	.509
	.886

	Freight Delays
	.353
	.079
	.348
	4.475
	.000
	.196
	.509

	Freight Costs
	.288
	.073
	.285
	3.928
	.000
	.143
	.434

	Freight Scope
	.348
	.074
	.360
	4.721
	.000
	.202
	.495


Source: Field Data (2025).

The results indicate that road transportation management significantly influences customer satisfaction for containerized consignments in Dar es Salaam. Minimizing freight delays enhances delivery timeliness and reliability, which improves service quality, supporting findings by Shatta and Myamba (2024). Effective management of freight costs demonstrates that affordability and transparency increase perceived value, consistent with Le, Nguyen, and Truong (2020). The positive effect of freight scope suggests that broader operational management, including route optimization and handling capacity, strongly impacts customer experience, as noted by Mwendapole and Jin (2021). The interdependence of delays, costs, and scope implies that integrated management of these factors maximizes customer satisfaction, in line with Oliver (1980). Overall, strategic optimization of key freight operations provides actionable insights for transport operators in Tanzania, corroborating observations by Aflabo, Kraa, and Agbenyo (2020).
4.3 
Discussion of findings

4.3.1 
The Impact of Managing Freight Delays in Meeting Customer Satisfaction

Freight delays significantly influence customer satisfaction, as delays directly disrupt business operations, increase storage costs, and impair customer trust in service providers. The high frequency of complaints despite general satisfaction points to tolerance rather than acceptance, which may reflect a lack of better alternatives. Transporters, while acknowledging their delivery effectiveness, recognize recurring issues such as congestion, poor infrastructure, and port clearance inefficiencies that contribute to delays.

The findings corroborate previous studies by Mwendapole and Jin (2021), who concluded that delays at the Port of Dar es Salaam negatively affect supply chain performance. Gopi and Samat (2020) also found that delivery timeliness is a major determinant of customer satisfaction and brand loyalty in logistics services. Aflabo et al. (2020) argued that effective fleet and delay management contribute to a firm’s competitive advantage. This study affirms that reducing freight delays is vital in enhancing customer satisfaction in containerized consignments within urban logistics.

4.3.2 The Impact of Managing Freight Costs in Enhancing Customer Satisfaction

Fluctuating or unreasonable freight charges lead to customer dissatisfaction, particularly when value for money is not evident. While customers may accept current rates due to market constraints, continuous complaints reflect discontent. On the transporters' side, maintaining competitive pricing while managing fuel costs, taxes, and maintenance is a persistent challenge. Strategic cost management, transparent pricing, and customer engagement on pricing structures are essential to mitigate dissatisfaction.

These findings are consistent with those of Le et al. (2020), who found a strong link between pricing transparency and customer loyalty in port logistics in Vietnam. Murugi (2022) also emphasized that unpredictable freight charges reduce trust and retention rates among logistics customers. Similarly, Vasić et al. (2021) indicated that customer satisfaction in logistics is highly sensitive to pricing fairness and cost-related service quality. The current study reinforces that pricing practices are key elements of logistics performance and customer experience.

4.3.3 The Impact of Managing Freight Scope in Relation to Customer Satisfaction

The effectiveness of freight scope management is critical in responding to evolving client demands, including value-added services such as real-time tracking, warehousing, and customs advisory. Failure to expand and adapt service scope results in unmet expectations and service dissatisfaction. The relatively low scores on service variety from customers reflect competitive weaknesses in the current logistics offerings, despite acceptable performance in core delivery services.

This aligns with Bellizzi et al. (2020), who emphasized that service quality dimensions such as breadth of offerings and responsiveness are pivotal in customer satisfaction. Similarly, Tian et al. (2021) concluded that extended service scope, particularly when integrated with digital tools, positively influences delivery satisfaction and operational sustainability. Chacha et al. (2024) also highlighted that enhanced service options increase trust and satisfaction among users of transport systems in Tanzania. The evidence from this study confirms that an expanded and customer-focused freight service scope strengthens satisfaction and competitive standing in urban logistics.

CHAPTER FIVE

SUMMARY, CONCLUSION, AND RECOMMENDATIONS

5.1 
Chapter Overview

This chapter presented a summary of key findings, a conclusion drawn from the analysis, and practical recommendations based on the study objectives. It confirmed that managing freight delays, costs, and service scope significantly influences customer satisfaction. The chapter also offered targeted recommendations for government, ministries, NGOs, researchers, logistics leaders, and local authorities.

5.2 
Summary

This study examined the impact of road transportation management on customer satisfaction in Tanzania, specifically focusing on containerized consignments in Dar es Salaam City. The research was guided by three specific objectives: to assess the impact of managing freight delays, freight costs, and freight scope in relation to customer satisfaction. Data were collected from both customers and transporters using structured questionnaires and analyzed using descriptive statistics, correlation, and multiple linear regression. 
The findings revealed that freight delays, costs, and scope each have a statistically significant and positive relationship with customer satisfaction. Despite some respondents expressing satisfaction, many still reported frequent complaints related to delivery delays, cost fluctuations, and limited-service scope. The regression analysis confirmed that these three factors collectively explain 55.4% of the variation in customer satisfaction. These results highlight the critical role of effective transportation management practices in enhancing customer experiences and the overall performance of the logistics sector in urban Tanzania.

5.3 
Conclusion

The study concluded that effective road transportation management significantly enhances customer satisfaction in containerized freight services within Dar es Salaam City. Specifically, efficient handling of freight delays, stabilization of freight costs, and broadening the scope of freight services all contribute to improved customer experiences. Although customers indicated relative satisfaction with delivery time and pricing, recurring complaints point to persistent service gaps that undermine overall performance. The strong statistical correlations between the management of these logistics factors and customer satisfaction underscore the need for targeted interventions by all logistics stakeholders. Strengthening these areas will not only improve service delivery but also enhance Tanzania’s competitiveness in the regional transport and logistics landscape.

5.4 
Recommendations

To the Government of Tanzania
(i) Strengthen urban infrastructure, especially road networks and port access routes, to minimize freight delays and increase delivery reliability.

(ii) Enforce national logistics and transport quality standards through the Surface and Marine Transport Regulatory Authority (SUMATRA) to ensure consistency in service delivery.

(iii) Increase investment in Intelligent Transport Systems (ITS) and digital logistics tracking to enhance transparency and timeliness in cargo delivery.

To the Ministry of Works and Transport
(i) Establish a centralized freight data monitoring unit to oversee delivery performance and cost fluctuations in urban logistics corridors.

(ii) Promote public-private partnerships to modernize logistics infrastructure and introduce innovation in freight service delivery.

(iii) Regularly review and adjust freight cost policies and charges to promote affordability and fairness across stakeholders.

To NGOs (e.g., TradeMark East Africa, Tanzania Private Sector Foundation)
(i) Conduct awareness and capacity-building programs for small and medium logistics providers on cost-efficient and customer-centered freight services.

(ii) Support advocacy efforts for policy reforms aimed at reducing trade and transport barriers that contribute to freight delays and high costs.

(iii) Facilitate pilot projects that test sustainable and inclusive logistics solutions in Dar es Salaam and other urban areas.

To Researchers and Academic Institutions
(i) Conduct further studies on customer behavior in logistics and the role of digital freight platforms in improving satisfaction and transparency.

(ii) Explore longitudinal studies to examine how ongoing infrastructure developments affect customer satisfaction over time.

(iii) Investigate region-specific logistics constraints and tailor practical interventions for both urban and rural freight services.

To Transporters, Logistics Leaders, and Managers
(i) Invest in employee training on customer service, complaint handling, and performance monitoring to improve service consistency.

(ii) Develop diversified service packages to meet a broader range of customer needs, including warehousing, last-mile delivery, and insurance.

(iii) Prioritize data collection and customer feedback systems to continuously assess and improve freight service satisfaction.

To Port Authorities and Local Leaders in Dar es Salaam
(i) Streamline clearance and loading procedures to reduce processing time and delivery delays.

(ii) Collaborate with logistics firms to decongest port access points and improve truck turnaround times.

(iii) Ensure community engagement in transport planning to align freight operations with local development priorities.
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APPENDICES
Appendix I: Questionnaire
Dear Respondent, 

I am Zakia George Ng’andu, a student from the Open University of Tanzania undertaking a Masters of Business Administration, Transport and Logistic Management and I am conducting a research study on Road Transportation Management and Customer Satisfaction in Tanzania. A Case of Containerized Consignments at Dar Es Salaam City. I seek your assistance in providing information on this topic by filling out these questionnaires. All information you give will be confidentially treated and will be used solely for this research and for academic purposes. No source or individual will be identified or comment attributed to the originator. I thank you for your co-operation
Please kindly tick the appropriate answer (√). 

SECTION A: DEMOGRAPHIC CHARACTERISTICS

1. Gender (Sex) of respondent (Please tick the appropriate answer)

 (a) Male [   ]                                 (b) Female [   ]

2. Marital status (Please tick the appropriate answer) 

(a) Single [   ]                                 (b) Married [   ] 

(c) Widowed [   ]                            (d) Divorced  [   ]

3. What is your age group? (Please tick the appropriate answer) 

(a) Age between 18 – 30 years [   ]                      (b) Age between 31 – 40 years [   ] 

(c) Age between 41 – 50 years [  ]                       (d) 51 years old and above [   ]

4. What is your education level? (Please tick the appropriate answer) 

a) Primary Level    [   ]            b) Secondary Level [   ]           c) Certificate/Diploma Level  [   ]

d) Advance Diploma/Degree Level [  ]  e) Post graduate/Masters Level [   ]  f) PHD Level [   ]

5. What is your occupation?


I. For Customers

a) Importer/Exporter

b) Consignee

c) Shipper

d) Business Woman/Man

e) Customer Representative

II. For Transporters

a) Transporter or Fleet Owner

b) Transport Officer/Manager 

c) Logistics Officer/Manager 

d) Freight Planner/Controller 

e) Head of Driver/Truck driver
6. How many years of experience do you have in dealing with containerized consignments?

a) More than 10 years

b) More than 5 years

c) More than 3 years

d) More than 2 years

e) Less than 1 year

SECTION B: ROAD TRANSPORTATION MANAGEMENT AND CUSTOMER SATISFACTION IN TANZANIA. 

7. Road transportation management of containerized consignments enhances customer satisfaction in Dar es Salaam, Tanzania. (Please tick the appropriate answer)

a) Strong disagree [  ]                    b)   Disagree          [   ]     c) Neutral            [   ]

d)  Agree    [  ]                                                    e) Strong agree  [  ]     

{A} QUESTIONNAIRE FOR CUSTOMERS

Please indicate to what extent you agree or disagree with the following statements by putting a tick against the options provided below.

1 = strongly disagree (SD) 2 = Disagree (D) 3 = Neutral (N) 4 = Agree (A) 5 = Strongly Agree

	Section
	Statement
	SD
	D
	N
	A
	SA

	Freight Delays
	I am satisfied with the average delivery time of my consignments.
	☐
	☐
	☐
	☐
	☐

	
	Deliveries are frequently delayed.
	☐
	☐
	☐
	☐
	☐

	
	Most of my deliveries are made on time.
	☐
	☐
	☐
	☐
	☐

	
	I am satisfied with the delivery time.
	☐
	☐
	☐
	☐
	☐

	
	I frequently make delay-related complaints.
	☐
	☐
	☐
	☐
	☐

	Freight Costs
	The average cost of freight services is reasonable.
	☐
	☐
	☐
	☐
	☐

	
	Freight costs fluctuate frequently.
	☐
	☐
	☐
	☐
	☐

	
	The cost of freight services is fair.
	☐
	☐
	☐
	☐
	☐

	
	I am likely to continue using the same freight service provider.
	☐
	☐
	☐
	☐
	☐

	
	I frequently make cost-related complaints.
	☐
	☐
	☐
	☐
	☐

	Freight Scope
	The variety of services offered by my freight service provider is excellent.
	☐
	☐
	☐
	☐
	☐

	
	I am satisfied with the scope of services provided.
	☐
	☐
	☐
	☐
	☐

	
	I use additional services offered by my freight service provider.
	☐
	☐
	☐
	☐
	☐

	
	I am likely to remain a customer of my current freight service provider.
	☐
	☐
	☐
	☐
	☐

	
	I frequently make service scope complaints.
	☐
	☐
	☐
	☐
	☐


{B} QUESTIONNAIRE FOR TRANSPORTERS

Please indicate to what extent you agree or disagree with the following statements by putting a tick against the options provided below.

1 = strongly disagree (SD) 2 = Disagree (D) 3 = Neutral (N) 4 = Agree (A) 5 = Strongly Agree

	Section
	Statement
	SD
	D
	N
	A
	SA

	Freight Delays
	Our customer containerized consignments are delivered within the average delivery time.
	☐
	☐
	☐
	☐
	☐

	
	The deliveries of containerized consignments are frequently delayed.
	☐
	☐
	☐
	☐
	☐

	
	Most of the containerized consignments deliveries are made on time.
	☐
	☐
	☐
	☐
	☐

	
	I am satisfied with my delivery times.
	☐
	☐
	☐
	☐
	☐

	
	I frequently receive complaints about delays.
	☐
	☐
	☐
	☐
	☐

	Freight Costs
	The average cost of freight services I manage is reasonable.
	☐
	☐
	☐
	☐
	☐

	
	Freight costs fluctuate frequently.
	☐
	☐
	☐
	☐
	☐

	
	The cost of freight services is fair.
	☐
	☐
	☐
	☐
	☐

	
	I am likely to maintain my current pricing structure for clients.
	☐
	☐
	☐
	☐
	☐

	
	I frequently receive complaints related to cost issues.
	☐
	☐
	☐
	☐
	☐

	Freight Scope
	The variety of services I offer is excellent.
	☐
	☐
	☐
	☐
	☐

	
	I am satisfied with the scope of services I provide.
	☐
	☐
	☐
	☐
	☐

	
	I offer additional services beyond the standard scope.
	☐
	☐
	☐
	☐
	☐

	
	I am likely to expand my service offerings.
	☐
	☐
	☐
	☐
	☐

	
	I frequently receive complaints about the scope of services.
	☐
	☐
	☐
	☐
	☐


Appendix II: Field Work Timetable
	TIME

ACTIVITY
	June - August 2024
	September - November 2024

	Proposal Development
	
	

	Ethical Clearance
	
	

	Data Collection
	
	

	Data Entry and Analysis
	
	

	Report Writing & Dissemination
	
	

	Graduation
	
	


Appendix III: Research Budge
	DETAILS
	AMOUNT(TSHS)

	Stationery and secretarial services
	200,000

	Transport cost during data collection
	300,000

	Data collection and analysis
	400,000

	Report writing 
	100,000

	Communication and Internet costs
	150,000

	Total 
	1,150,000
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THE IMPACT OF MANAGING FREIGHT DELAYS IN MEETING CUSTOMER SATISFACTION: A CASE OF CONTAINERIZED CONSIGNMENTS AT DAR ES SALAAM CITY.
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Abstract

This study examined the impact of managing freight delays on customer satisfaction for containerized consignments in Dar es Salaam, Tanzania, using a quantitative approach and descriptive design. A population of 133 stakeholders was sampled (n=100) via simple random and purposive techniques, with data collected through structured questionnaires and secondary logistics records. Analysis using SPSS 26 revealed that average delivery time, satisfaction with delivery time, and delay-related complaints significantly affect freight delays, explaining 55.4% of variance (R² = 0.554, F = 39.705, p < 0.01). The study concludes that strategic management of deliveries and complaints enhances customer satisfaction and recommends proactive monitoring and resolution systems.

Keywords: Freight delays, Average delivery time, Customer satisfaction, Delay-related complaints, Containerized consignments

1.0 Introduction

Efficient freight management is crucial for customer satisfaction, especially for containerized consignments where timeliness and reliability matter (Chacha et al., 2021). Globally and in East Africa, increasing trade and urbanization have intensified demand for timely cargo handling, with ports like Dar es Salaam serving as key gateways for landlocked countries (Hamzah & Shamsudin, 2020).

In Tanzania, the Port of Dar es Salaam handles about 90% of maritime cargo, making its efficiency vital for national and regional trade (Mwendapole & Jin, 2021). Delays in cargo clearance affect operational performance, costs, and customer satisfaction, with factors such as service quality, reliability, urban congestion, and regulatory frameworks influencing logistics outcomes (Hamzah & Shamsudin, 2020; National Bureau of Statistics, 2022).

Despite extensive literature like Khisa, (2022) focuses on logistics efficiency, few studies empirically assess the impact of freight delay management on customer satisfaction in Tanzania, particularly for containerized cargo (Yese, 2020). This study addresses this gap by examining delay causes, mitigation effectiveness, and their influence on customer satisfaction, providing insights for port authorities, transport operators, policymakers, and other stakeholders.

1.1 General Objective

To examine the impact of managing freight delays on customer satisfaction in containerized consignments at Dar es Salaam City.

1.1.1 Specific Objectives

(i) To assess the effect of average delivery time on customer satisfaction in containerized consignments.

(ii) To determine the influence of satisfaction with delivery time on customer satisfaction.

(iii) To evaluate the impact of delay-related complaints on customer satisfaction.

2.0 Literature Review

2.1 Theoretical Literature Review

The Customer Satisfaction Theory, or Expectancy Disconfirmation Theory by Oliver (1980), explains that customer satisfaction arises when service performance meets or exceeds pre-delivery expectations, while falling short leads to dissatisfaction (Yese, 2020). Widely applied in logistics and transportation, the theory helps understand how service quality affects customer perceptions and loyalty (Mwendapole & Jin, 2021). In this study, it frames the assessment of how managing freight delays through factors like delivery time, satisfaction with timeliness, and handling of delay-related complaints impacts customer satisfaction for containerized consignments in Dar es Salaam.

2.2 Empirical Literature Review

Yese (2020): Examined the impact of containerized cargo handling systems on logistics performance at Tanzania Ports Authority. Findings showed that slow adoption of advanced handling systems caused delays and higher operational costs, while modern equipment and trained personnel improved efficiency, reduced turnaround time, and increased cargo throughput.

Mwendapole & Jin (2021): Evaluated seaport service quality at Dar es Salaam Port. The study found congestion, delays, and poor communication hindered service quality, affecting Tanzania’s regional trade competitiveness. Enhancing service efficiency, infrastructure, and customer service was identified as crucial for improving operational standards.

Chacha et al. (2024): Explored truck drivers’ views on Advanced Driver Assistance Systems (ADAS) and Intelligent Transport Systems (ITS) in Tanzania. Findings revealed that drivers believed these technologies could reduce accidents by improving safety and vehicle control, highlighting the importance of wider implementation to enhance road safety in the transport sector.

2.3 Conceptual Framework

The conceptual framework illustrates how managing freight delays affects customer satisfaction for containerized consignments at Dar es Salaam City. 

Figure 1: Conceptual Framework

Independent Variables                                                                   Dependent Variable




Source; From Literature Review (2025)
3.0 Methodology

3.1 Study Area

The study was conducted in Dar es Salaam City, Tanzania, the country’s largest urban and commercial hub, hosting the Port of Dar es Salaam which handles 20.2 million tons of cargo annually, facilitating 92% of Tanzania’s international trade (TPA, 2024). With a population over 6.3 million and 4.3% annual growth (NBS, 2024), the city’s diverse economic zones, industrial areas, and congested road network make it ideal for analyzing freight delays and their effect on customer satisfaction.

3.2 Research Design

A descriptive research design was employed to systematically examine road transportation management and its impact on customer satisfaction (Creswell, 2019). This design allowed identification of patterns in freight delays, delivery times, and complaints using quantitative methods, facilitating analysis of relationships between logistics variables and customer satisfaction.

3.3 Research Approach

The study used a quantitative research approach to objectively measure freight delays, delivery times, and customer satisfaction (Sreekumar, 2023). Structured questionnaires collected numerical data for statistical analyses, including correlation and regression, enabling generalization of findings to Dar es Salaam’s logistics sector.

3.4 Targeted Population

The study targeted 133 key stakeholders in containerized road transportation, including transporters, fleet owners, logistics officers, importers, exporters, shippers, consignees, and customer representatives (Iphofen, 2020). These individuals were selected due to their direct involvement in freight handling and influence on delivery performance and satisfaction.
3.5 Sample Size and Sampling Techniques

3.5.1 Sample size

The sample size of this study was determined using Yamane’s formula at a 95% confidence level with a 5% margin of error (Kothari, 2020). Out of 133 identified stakeholders, a sample of 100 respondents was selected. This sample ensured sufficient representation while remaining manageable for data collection. It included both customers and transporters to capture diverse perspectives. 

3.5.2 Sampling Strategies

The study used simple random sampling for customers and transporters to ensure unbiased representation, while purposive sampling selected logistics managers and fleet owners for their expertise (Iphofen, 2020). This combination-maintained diversity, reduced sampling bias, and included knowledgeable participants, allowing a comprehensive analysis of freight delays on customer satisfaction.

3.6 Data Collection Methods

Primary data were gathered via structured questionnaires from 100 respondents, using Likert-scale items to measure satisfaction, delivery time perceptions, and delay-related complaints, while demographic data supported correlation analysis. Secondary data from company records and logistics reports provided context (Kothari, 2020), ensuring triangulation and reliability of findings.

3.7 Data Analysis Methods

Data were analyzed with IBM SPSS Version 26 using descriptive statistics, correlations, multiple regression, and paired t-tests to examine relationships between freight delays, delivery time, complaints, and customer satisfaction. This approach provided robust insights into the impact of road transportation management on customer satisfaction.

3.8 Ethical Considerations 

The study adhered to ethical standards, obtaining informed consent, ensuring confidentiality through response coding, and using data solely for research purposes. Ethical clearance from the Open University of Tanzania guaranteed compliance with institutional and national research regulations (Kothari, 2020).
Top of Form
4.0 Findings

4.1 The impact of managing freight delays in meeting customer satisfaction.

4.1.1 For Customers

Respondents generally expressed moderate satisfaction with delivery timeliness (Means 3.70–3.88), yet frequent delays (Mean = 3.87) lead to regular complaints (Mean = 3.92), highlighting a contradiction between acceptance of delays and reported dissatisfaction.

Table 4.1: Freight Delays

	Descriptive Statistics

	
	N
	Mean
	Std. Deviation

	I am satisfied with the average delivery time of my consignments.
	100
	3.72
	1.036

	Deliveries are frequently delayed.
	100
	3.87
	1.292

	Most of my deliveries are made on time.
	100
	3.70
	.990

	I am satisfied with the delivery time.
	100
	3.88
	.988

	I frequently make delay-related complaints.
	100
	3.92
	1.002

	Valid N (listwise)
	100
	
	


Source: Field Data, (2025)
The interpretation of these findings indicates that while customers receive their consignments within a generally acceptable timeframe, the frequency and unpredictability of delays negatively affect their satisfaction. The high mean score for delay-related complaints suggests that customers experience delivery inconsistencies, leading to dissatisfaction despite overall delivery performance appearing acceptable. The perception of delay, even when occasional, directly influences customer attitudes toward service quality.

4.1.2 For Transporters

Transporters generally agree that containerized consignments are delivered within average times (mean 4.00) and report satisfaction with delivery times (mean 3.99), though frequent delays (mean 3.89) and complaints (mean 3.92) indicate ongoing timeliness concerns. Overall, deliveries are mostly on time (mean 3.62) but operational inconsistencies persist.

Table 4.2: Freight Delays

	Descriptive Statistics

	
	N
	Mean
	Std. Deviation

	Our customer containerized consignments are delivered within the average delivery time.
	100
	4.000
	.9428

	The deliveries of containerized consignments are frequently delayed.
	100
	3.89
	.931

	Most of the containerized consignments deliveries are made on time.
	100
	3.62
	1.033

	I am satisfied with my delivery times.
	100
	3.99
	.859

	I frequently receive complaints about delays.
	100
	3.92
	1.079

	Valid N (listwise)
	100
	
	


Source: Field Data (2025)
These results suggest that while some deliveries are timely, delays are still a significant issue in containerized freight transportation. A high average score on satisfaction with delivery times indicates that respondents perceive general satisfaction; however, the similarly high scores on delay frequency and complaints point to an underlying inconsistency in delivery performance. This indicates that transporters experience mixed outcomes where delivery success is not uniform thus affecting customer satisfaction levels.

4.2 Correlation Analysis

Freight Delays were strongly correlated with Average Delivery Time (r = 0.593), Satisfaction (r = 0.485), and Complaints (r = 0.582), all at p < 0.01. Inter-variable correlations also showed positive associations, confirming that effective delivery management is closely linked to freight delay patterns.

Table 4.3: Pearson Correlation Matrix for Key Variables

	Variables
	Freight Delays
	Average Delivery Time
	Satisfaction with Delivery Time
	Delay-Related Complaints

	Freight Delays
	1
	0.593**
	0.485**
	0.582**

	Average Delivery Time
	0.593**
	1
	0.532**
	0.508**

	Satisfaction with Delivery Time
	0.485**
	0.532**
	1
	0.466**

	Delay-Related Complaints
	0.582**
	0.508**
	0.466**
	1


Source: Field Data (2025)
Freight delays rise with longer delivery times and more complaints, while higher customer satisfaction reduces delays, highlighting the need for integrated management and proactive complaint handling. Improving delivery efficiency and addressing complaints enhances overall logistics performance, consistent with findings by Le et al., (2020).

4.4 Multiple Linear Regression Analysis

4.4.1 Model Summary

The findings indicate that average delivery time, satisfaction with delivery time, and delay-related complaints collectively explain 55.4% of the variation in freight delays. The strong R-value (0.744) confirms a substantial relationship, while the standard error (0.680) reflects a moderate level of variation between observed and predicted delays.

Table 4.4: Model Summary

	Model
	R
	R Square
	Adjusted R Square
	Std. Error of the Estimate

	1
	.744
	.554
	.540
	.680


Source: Field Data (2025)

4.4.2 ANOVAa

The high F-value (39.705) and significance (p = 0.000) indicate that the independent variables jointly explain freight delay variations among containerized consignment clients.

Table 4.5: ANOVAa

	Model
	Sum of Squares
	Df
	Mean Square
	F
	Sig.

	Regression
	55.018
	3
	18.339
	39.705
	.000

	Residual
	44.342
	96
	.462
	
	

	Total
	99.360
	99
	
	
	


Source: Field Data (2025)

4.4.3 Coefficientsa

The results suggest that managing average delivery time, satisfaction with delivery time, and delay-related complaints significantly influences freight delays. Reducing delivery time, enhancing satisfaction, and addressing complaints directly mitigate delays, improving operational efficiency.

Table 4.6: Coefficients of the variables
	Variables
	Unstandardized Coefficients B
	Std. Error
	Beta
	T
	Sig.
	95% CI Lower
	95% CI Upper

	Freight Delays (Constant)
	1.189
	0.035
	
	5.536
	0.000
	0.509
	0.886

	Average Delivery Time
	0.353
	0.079
	0.348
	4.475
	0.000
	0.196
	0.509

	Satisfaction with Delivery Time
	0.288
	0.073
	0.285
	3.928
	0.000
	0.143
	0.434

	Delay-Related Complaints
	0.348
	0.074
	0.360
	4.721
	0.000
	0.202
	0.495


Source: Field Data (2025)

4.8 
Discussion of Findings

Freight delays are significantly affected by average delivery time, customer satisfaction, and delay-related complaints. Operational inconsistencies persist despite generally acceptable delivery times, highlighting the need for effective monitoring and complaint management. 

4.8 
Conclusion

Findings confirm that freight logistics is an interconnected system, where improvements in one area positively affect overall customer satisfaction.

4.9 
Recommendations

Logistics operators should track delivery times proactively and strengthen customer feedback systems to address complaints promptly. Staff training and integrated planning approaches are essential to improve operational efficiency and reduce delays. Policymakers and port authorities should support digitalization and real-time tracking to enhance transparency, coordination, and timely delivery.
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Independent variables





Freight delays


Average delivery time.


Frequency of delays.


On-time delivery percentage.


Satisfaction with delivery time.


Delay-related complaints.





Dependent variables





Customer satisfaction





Freight costs


Average freight cost.


Cost fluctuations.


Perceived cost fairness.


Repeat customer rate.


Cost-related complaints.





Freight scopes


Number of services offered.


Satisfaction with service variety.


Use of additional services.


Customer retention.


Service scope complaints.





Average delivery time.





Satisfaction with delivery time.








Freight delays





Delay-related complaints.








