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Urban public transport challenges are serious problems all over the world, the severity is more pronounced in developing countries, especially in Africa. Tanzania being one of the African countries is no exception. The study focused on the challenges facing transport sector in providing quality service to the society (Case of public transport sector in Dar es Salaam) and the impact on the society. The study revealed that there is inadequate supply of public transport services in Dar es Salaam.  Some of the road policies in use were now obsolete and need to be revised.  Non-compliance of rules and regulations and demonstration of irresponsible conduct by drivers and conductors, such as route shortening, reckless driving, illegal route changing, overloading, commuters’ harassment were accredited by need to accomplish cash targets by both drivers and conductors. Of concern was the inadequate training especially in the management level and low standard of service quality in terms of efficiency, accessibility, reliability, affordability and convenience.  Therefore, the research calls for more coordination of public transport institutions in the study area.  It was recommended that the Government should speed up the completion of the BRT system, to allocate more resources and to come up with a feasible roadmap to address transport challenges. Rehabilitation and increase of transport facilities though desirable, it should nevertheless be continuous and accompanied by appropriate allocation of resources in order to facilitate proper maintenance and management. Stiff punishment should be executed to road offenders in order to deter them from committing repeat crimes.  Greater emphasis should be placed on transport owners for them to acquire managerial training. 
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Public transportation systems provide the most efficient means of moving large number of people especially in density populated urban centres. In addition to the well being of its users, public transport plays a vital role in the productivity of cities which in turn has a direct bearing on the national economies (World Bank, 2001; Lyndon and Todd, 2006).

The need to improve the quality of public transit services to meet the ever-increasing needs and expectations of passengers has been one of the main desires of urban transport planners worldwide. A review of international literature on public transport quality shows that quality of service reflects passenger perception of the quality of public transportation service (Mfinanga, D. and Ochieng 2006).

Urban transport systems in large developing cities face major challenges due to the continuous growth of urban population, private vehicle ownership, congestion, and the fragility public transportation systems. When the urban transport system experiences major difficulties, consequences are felt by households, by businesses, and by the urban community at large. Transport may become a binding constraint on both economic growth and social development and inclusion, along with increased negative impacts on health and on the environment (The World Bank, 2011).

Dar es Salaam is one of the fastest-growing cities in Sub-Saharan Africa, with an estimated urban population of 4 million and annual population growth rate of more than 4 percent per annum. Like many other rapidly-growing cities in Sub-Saharan Africa, Dar es Salaam has not escaped from the impacts of poor public transport services: inefficiency, poor quality of service, and lack of safety for commuters (JICA, 2008).  

Like many cities in developing countries, urban public transport in Dar es Salaam is mainly by road; making the bus services sector a very important player in the provision of passenger transportation.  Currently, Dar es Salaam has a total number of 10,000 commuter buses which offer transport services to 63 percent of the city’s population. As much as 60% of all trips made in the city are done on buses (SUMATRA, 2012).

Access to affordable and good quality public transport services is critical for the urban population of Dar es Salaam, as a lack thereof leads to economic, social, and physical isolation, especially among low-income communities located in the city outskirts with inadequate access to public transport and other basic urban facilities which are located in the Central Business District (CBD) (Nkurunziza et al, 2012). 

In 2003 the Government of Tanzania published its ever first National Transport Policy (NTP) which has successfully managed to guide the development of the sector. The National Transport Policy reiterates the fact that urban transport in Tanzania is constrained by low level of motorization to meet transport demand, journey delays due to traffic jams and unfriendly behaviour of the bus crew. Provision of public transport services by private sector is underlined at policy level (Ministry of Infrastructure and Development 2003). 
The history of urban public transport in Dar es Salaam dates back to 1949, when a private British company known as Dar es Salaam Motor Transport Company (DMT) was formed to offer urban public transport services in the city. After Arusha Declaration in 1967, DMT was nationalized and a national parastatal organization called Usafiri Dar es Salaam (UDA) was formed (Kanyama et al, 2004).

Due to poor management, UDA’s performance started to decline. As UDA’s performance deteriorated continuously, demand for transport was on the increase as population was on the increase due to population growth. At one point in 1986, UDA’s actual need of buses was 250 buses to operate its services but had only 65 buses. This resulted in unmanageable queues at bus terminals (Kahama, 1995).

UDA was able to meet only 60% of the urban public transport demand. During that period, it was common to see long queues of passengers queuing for transport. The supply of public transport services failed to meet demand. A service gap under UDA forced the Government to allow the private sector to enter into public transport business alongside UDA in 1983 (Kahama, 1995).

By year 2000, UDA market share declined to only 2% paving way for private operators to dominate the market. Although entrance of the private sector in delivery of public transport services in Dar es Salaam helped to alleviate the service gap left by UDA, it failed to meet the expected service standard that was once offered by UDA (Howe et al, 2000)

The public transport sector began to experience various challenges that in one way or another undermined the quality of services offered. Among the challenges experienced by the public transport sector was lack of institutional mechanism for regulation of the sector. This is highlighted by the failure of the private sector transporters to comply with laws and regulations guiding the sector (Howe et al, 2000)

To reverse this situation, the government, in 2003 enacted a transport policy and also put in place transport regulatory authorities and several institutions to address the transport sub-sector challenges. In order to increase efficiency in the public transport sector, the government established Surface and Marine Transport Regulatory Authority (SUMATRA) to regulate road, marine and railway transport (SUMATRA, 2012).

To further improve the quality of public transportation services in Dar es Salaam and the country as a whole, the Government initiated the Bus Rapid Transit (BRT) project for the entire city. The proposed BRT system, branded Dar es Salaam Rapid Transit (DART) will operate on specially-designated infrastructure and is planned to replace the current inefficient and unpredictable daladalas (JICA 2008).

Also, the government has established DART Agency to operate as public regulatory authority managing the DART system to ensure quality control and will be responsible for policy-setting, regulation, planning, and controlling of operations and marketing of the system The DART project seeks to improve the quality of public transport in Dar es Salaam and address all challenges facing public transportation in the city (JICA, 2008).
[bookmark: _Toc349890398][bookmark: _Toc356417571][bookmark: _Toc365200659][bookmark: _Toc239297293][bookmark: _Toc239300185][bookmark: _Toc239311467]1.2  	Statement of the Research Problem  
Burdened with a rapid population growth and city expansion, Dar es Salaam’s transport sector portrays a situation where the gap between public transportation needs and provision is continuously widening (Olvera et al., 2003). A study by Kombe et al. (2003) and Kanyama et al., (2004) revealed that as much as 60% of all trips made in the city are done on buses. This situation has been worsened as public transport is the only alternative for the poor. According to two World Bank surveys done in 1994 and 1996 revealed that about 43% of all the trips done in Dar es Salaam were made by public transport, whereas only 7% of these trips were done with cars and motorbikes and 3% by bicycles (SSATP, 2005).

Pendakur (2005) noted that 45% of the population in Dar es Salaam walked due to lack of access to public transport. In a study by Kikoyo O. (2012), revealed that the situation has however, not changed since then, as no substantial investment has been made to the sector to reverse demand supply pattern in the sector. Daladala offer transport services to 43% of the city population, 6% use private vehicles and the remaining 51% has no access to public transport facilities. The 51% is made up of the aged, the poor and people with disabilities.

Rapid urban growth has surpassed the capacities of planning authorities to cope with the enormous pace of urban expansion. As a result informal settlements absorb almost all urban settlers leading to rapid urban sprawl into the unplanned periphery. The increasing level of poverty, rapid population growth and a lack of suitable housing policies have forced the majority of urban residents and rural migrants into informal land and housing markets. These unfavourable conditions have led to massive socio-economic and environmental problems such as uncontrolled urban sprawl, deterioration of open spaces and transport problems such as bad accessibility, road congestion and air pollution (Mbuligewe & Kassenga, 1997).

A study by UN-HABITAT (2010) on the problems of unplanned and unserviced settlements in Dar es Salaam (unplanned settlements are areas where housing is not in compliance with current planning and building regulations (unauthorized housing), revealed that this problem, overtime consolidate to high densities, leaving little or no land for access to road infrastructure, drainage or social infrastructure. According to this study, unplanned settlements in Dar es Salaam accounted for 52%.

A statement by Hon. Capt. (Rtd) John Zephania Chiligati, MP., (2010), the then Minister for Lands, Housing and Human Settlements Development of Tanzania, published in the UN-HABITAT revealed that The Citywide Action Plan for Dar es Salaam will go a long way to address and minimize the development of unplanned areas which are rampant in urban Tanzania despite the various efforts taken by the Government to curb the situation.  The unplanned expansion of settlements will result in enormous strain in the already overburdened transport sector if left uncontrolled.

The current poor state of the public transport system in Dar es Salaam is mainly attributed to rapid expansion of the city, which has far outpaced the capacity to provide basic infrastructure and services. Other causes of poor quality of service offered by public transporters include; poor road infrastructure, non-adherence to traffic rules and regulations and lack of an organized public transport system (JICA, 2008).

[bookmark: _Toc349890399][bookmark: _Toc356417572][bookmark: _Toc365200660][bookmark: _Toc239297294][bookmark: _Toc239300186][bookmark: _Toc239311468]1.3	Research Objectives 
[bookmark: _Toc349890400][bookmark: _Toc356417573][bookmark: _Toc365200661][bookmark: _Toc239297295][bookmark: _Toc239300187][bookmark: _Toc239311469]1.3.1	General Objective 
The general objective of the study is to examine the challenges facing the transportation sector in offering quality services to the society by focusing on public transportation sector in Dar es Salam as a case study.

[bookmark: _Toc349890401][bookmark: _Toc356417574][bookmark: _Toc365200662][bookmark: _Toc239297296][bookmark: _Toc239300188][bookmark: _Toc239311470]1.3.2	Specific Objectives
The study will be guided by the following specific objectives;
(a) [bookmark: _Toc349890402]To assess the impact of rapid urban population growth on quality of service and customer satisfaction.
(b) To examine the effects of uncontrolled urban expansion on quality of service.
(c) To assess the consequences of poor road infrastructure on the quality of service.
(d) To analyze the effects of increase in demand of public transport on the quality of service.
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1.4	Research Questions
[bookmark: _Toc349890403][bookmark: _Toc356417576][bookmark: _Toc365200664][bookmark: _Toc239297298][bookmark: _Toc239300190][bookmark: _Toc239311472]1.4.1	General Research Question
The study will be guided by the following general research question:
What are the challenges facing the transportation sector in offering quality services to the society?
[bookmark: _Toc349890404][bookmark: _Toc356417577][bookmark: _Toc365200665][bookmark: _Toc239297299][bookmark: _Toc239300191][bookmark: _Toc239311473]1.4.2 	Specific Research Questions
The study will be guided by the following specific research questions:
(a) [bookmark: _Toc349890405]What are the impacts of rapid urban growth population on quality of service and customer satisfaction?
(b) What problems are associated with uncontrolled urban expansion on quality of service?
(c) What are the consequences of poor road infrastructure on the quality of service?
(d) How does an increase in demand of public transport influence the quality of service?

[bookmark: _Toc356417578][bookmark: _Toc365200666][bookmark: _Toc239300192][bookmark: _Toc239311474][bookmark: _Toc239297300]1.5	Significance of the Study
The outcome of the study will provide valuable information to all stakeholders in the urban public transportation sector in Dar es Salaam, particularly, operators of daladalas to become aware of commuters’ perception of the level of quality of services offered by public transporters, the determinants of service quality of public transportation services and the challenges facing public transportation.

The study will also be useful to managers of public transportation firms by helping them to plan their activities strategically and place more emphasis on quality of services offered. The findings of the study will also help to orient bus operators, conductors and drivers to become service-focused (or customer-focused) as a means of achieving better financial results through offering quality services. The findings of the study will also help policy makers and law makers to identify challenges facing the public transportation sector in Dar es Salaam and Tanzania as a whole and thus, help them to come up with policies, laws and regulations that will help to alleviate the current challenges facing the public transportation sector and hence improve the level of quality of public transportation service.

Last but not least, the findings of the study will serve as a stepping stone for future researchers on the same or similar topics by providing them with a source of empirical literature review and add on the current knowledge on the subject. Also, successful completion of the study will enable the researcher to partially fulfill the requirements for the award of a Masters degree offered by The Open University of Tanzania.

[bookmark: _Toc349890406][bookmark: _Toc356417579][bookmark: _Toc365200667][bookmark: _Toc239297301][bookmark: _Toc239300193][bookmark: _Toc239311475]1.6	Scope of the Study
The scope of this study is very much limited to the study of the role of the public transport system in urban mobility as it pertains to the city of Dar es Salaam. The paper will greatly dwell on the existing public transport challenges faced by operators and the role of the government in managing the system.  The main focus will be to find the causes of transport challenges encountered by the service providers and the impact on poor quality service delivery to the society. The study will, however, limit itself to suggesting measures that can make the transport sector function efficiently.
[bookmark: _Toc365200668][bookmark: _Toc239297302][bookmark: _Toc239300194]
[bookmark: _Toc239311476]1.7	Organization of the Study
This research is divided into five chapters. Chapter one provides the reader with an understanding of the background of the study, statement of the research problem, objectives of the study, research questions and relevance of the study. 
Chapter two consists of conceptual definitions, theoretical framework of the study, empirical analysis, research gap and conceptual framework of the study. Chapter three will discuss the methodology, analysis, sampling and the survey method.  It will establish the process of how the questionnaire will be designed, distributed and the data collection.  The methodology used will also incorporate the adaptability of SERVQUAL and the attributes to the transport industry.

Chapter four will analyze the results with relevance to the research questions previously discussed and the hypothesis already provided.  The data will also include information on the demographics of those respondents that participated in the questionnaire and analytical testing.

Chapter five will discuss the conclusions and the implications of this research, it will provide interpretation of the results, limitations of the study.
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[bookmark: _Toc349890409][bookmark: _Toc356417582][bookmark: _Toc365200671][bookmark: _Toc239297305][bookmark: _Toc239300197][bookmark: _Toc239311479]2.1	Introduction
This chapter presents conceptual definitions of terms used in the study, theories and theoretical analysis, empirical analysis of literature, research gap, conceptual; framework of the study and summary. 

[bookmark: _Toc349890410][bookmark: _Toc356417583][bookmark: _Toc365200672][bookmark: _Toc239297306][bookmark: _Toc239300198][bookmark: _Toc239311480]2.2	Conceptual Definitions
This sub-section contains the list and definitions of terminologies used in various chapters of the study. The intention is to make sure every terminology is clear and defined according to the context of the study. Such terminologies include:

[bookmark: _Toc349890411][bookmark: _Toc356417584][bookmark: _Toc365200673][bookmark: _Toc239297307][bookmark: _Toc239300199][bookmark: _Toc239311481]2.2.1	Public Transport
Public transportation is passenger transportation services, usually local in scope that is available to any person who pays a prescribed fare. It operates on established schedules along designated routes or lines with specific stops and is designed to move relatively large numbers of people at one time (Rodrigue et.al, 2006). Public transport is mostly government operated but private sector is also providing the service. It includes large bus, minibus, taxi, and railway.

[bookmark: _Toc349890412][bookmark: _Toc356417585][bookmark: _Toc365200674][bookmark: _Toc239297308][bookmark: _Toc239300200][bookmark: _Toc239311482]2.2.2	Service
A service is intangible and heterogeneous; its production, distribution and consumption are simultaneous processes; a service is an activity or a process; it is a core value created in buyer-seller interactions; but it cannot be kept in stock and there is no transfer of ownership (Gronroos, 2001).
[bookmark: _Toc356417586][bookmark: _Toc365200675][bookmark: _Toc239297309][bookmark: _Toc239300201][bookmark: _Toc239311483]2.2.3	Service Quality
(Grönroos, 1983) describes service quality as both technical and functional, the first meaning what the customer gets and the latter how the customer receives the service.  When a customer assesses service quality, the company’s profile or image acts a “filter”.  If a company has a positive image, its easier to overlook smaller mistakes in its service delivery; to regards them as temporary disturbances.  According to (Zeithaml et al. 1990) customers do not evaluate a service solely on its outcome, they also consider the process of service delivery and possibly also the context.

Service quality indicators deal with the relationship between service delivery, customer’s expectations and degree of customer satisfaction. These indicators address the question; does the delivery of public transportation service meet or exceed customer expectations? SPUTNIC, 2012).  Service quality has many dimensions and the importance of any single attribute differs from passenger to passenger. The quality of transport may be compromised by quality of roads, overcrowding of buses, unpredictable and irregular service, and inadequate terminal facilities. Quality suffers from other union-imposed operating practice.  Chief among these is the practice of waiting the assembly of a full load before setting out, which often forces passengers to sit in the vehicle under the sun in order to retain their place. (Kumar and Barrett, 2008). 

Maximization of profit by the operators as their ultimate goal is another factor that may compromise the quality of service.  This commercial interest makes operators squeezing as many passengers as possible into their vehicles, as long as fares can still be collected under such circumstances (Kumar and Barrett, 2008). Furthermore, service quality is also measured by conducting surveys among the population that try to capture the degree of customer satisfaction. Issues relating to comfort, safety, and cleanliness, and security, reliability of service and friendliness of personnel are some of the measures that should be measured on a regular basis (SPUTNIC, 2012).

[bookmark: _Toc349890413][bookmark: _Toc356417587][bookmark: _Toc365200676][bookmark: _Toc239297310][bookmark: _Toc239300202][bookmark: _Toc239311484]2.2.4	Customer Satisfaction
Hill, et al, (2003) defines customer satisfaction as a measure of how a product or service performs in relation to customer expectations. Customer satisfaction is seen as a key indicator of the level of quality of a service or product as it is perceive by the customer. The higher the level of customer satisfaction with a product or service is, the higher the perceived quality of the product or service.

[bookmark: _Toc356417588][bookmark: _Toc365200677][bookmark: _Toc239297311][bookmark: _Toc239300203][bookmark: _Toc239311485]2.2.5	Challenges
[bookmark: _Toc349890414][bookmark: _Toc356212758][bookmark: _Toc356213326][bookmark: _Toc356343214][bookmark: _Toc356417589]Challenges refer to the situations in life which are seen as hindrance and require special skills, energy and determination in order to be successful. Moreover, the word can be used to show a confrontation or a dare to a certain situation (http://www.ask.com).

[bookmark: _Toc356417590][bookmark: _Toc365200678][bookmark: _Toc239297312][bookmark: _Toc239300204][bookmark: _Toc239311486]2.3	Theoretical Literature Review
Transport is an integral part of human life. Proper transport link enable efficient frequency of services, flow of passengers and commodity on (rail, roads, air, water) mode of travel. Transport policy stresses strongly that whatever the mode will be, it should primarily consider the human aspect (i.e. safety, livability, economy, satisfaction…etc.)  (Peter Freeman & Christian Jamet, 1998). This gives every individual the right to choose the services that he/she desires.

[bookmark: _Toc356417591][bookmark: _Toc365200679][bookmark: _Toc239297313][bookmark: _Toc239300205][bookmark: _Toc239311487]2.3.1   SERVQUAL Theory
In conducting this study, the researcher will be guided by the SERVQUAL Theory. The SERVQUAL Theory developed by Zeithaml (2003) explains the relationship between customer satisfaction and service quality. According to the theory, there is a direct relationship between the quality of services offered by a service provider to a customer and the level of customer satisfaction.

Customer expectations for a particular service galvanize their assessment of the quality of service received. According to Berry, Parasuraman and Zeithaml (1988), when there is an inconsistency between customers’ expectations and management’s understanding of customers’ expectations, customers perceived service quality of a particular service will deteriorate.

SERVQUAL is a concise multiple-item scale with good reliability and validity that companies can use to better understand the service expectations and perceptions of their customers (Zeithaml, et al, 2006). Customer expectations are pretrial beliefs of what to expect from a product or service and are used as a reference point to compare and evaluate the actual experience.

Characteristics of service are explained by Zeithaml et al. (2006) who argue that demand distinct interventions for managing service organizations. This is because services are intangible, heterogeneous, produced and consumed simultaneously, and are perishable. As a result, service management and consistent quality service delivery are challenging tasks. Each of these four service characteristics is now briefly discussed.

[bookmark: _Toc356417592][bookmark: _Toc365200680][bookmark: _Toc239297314][bookmark: _Toc239300206][bookmark: _Toc239311488]2.3.1.1 Intangibility
The most basic distinguishing characteristic of services is intangibility (Zeithaml et al. 2006). Service is intangible and cannot be physically identified and compared – it cannot be touched, seen, tasted or heard – consumers find it hard to evaluate. This is so, because the benefit to be achieved is intangible, it is difficult to differentiate between alternative service suppliers. 

[bookmark: _Toc356417593][bookmark: _Toc365200681][bookmark: _Toc239297315][bookmark: _Toc239300207][bookmark: _Toc239311489]2.3.1.2 Heterogeneity (Variability)
With respect to heterogeneity, Zeithaml et al. (2006) liken services to “performances” produced by people for which no two are the same. This is the product that the frequent customer will become familiar with each day and no two customers are alike from one scenario to the next. The authors explain that the heterogeneity connected with services deals with the interaction between customers and employees. 

[bookmark: _Toc356417594][bookmark: _Toc365200682][bookmark: _Toc239297316][bookmark: _Toc239300208][bookmark: _Toc239311490]2.3.1.3 Inseparability
The concept of simultaneous production and consumption of services is best explained as when a service is first sold and only then produced and consumed at the same time. In contrast, Zeithaml et al. (2006) compares how goods are first produced, then sold and finally consumed. Thus, a service differs from a product in such a way that it is produced and consumed at the same time.

[bookmark: _Toc356417595][bookmark: _Toc365200683][bookmark: _Toc239297317][bookmark: _Toc239300209][bookmark: _Toc239311491]2.3.1.4 Perishability 
Perishability refers to the fact that services cannot be saved, stored, resold or returned. For example, an unused seat on train trip cannot be reclaimed or used at a later time, or where demand for services (overcrowded trains) is not uniformly distributed. The fact that services cannot typically be returned or resold implies a need for strong recovery strategies when things go wrong (Zeithaml and Bitner, 2003 in Luke, 2008). 

[bookmark: _Toc349890416][bookmark: _Toc356417596][bookmark: _Toc365200684][bookmark: _Toc239297318][bookmark: _Toc239300210][bookmark: _Toc239311492]2.3.2	Service Quality and Its Determinants
According to Zeithaml et al.. (2006), there are five determinants of service quality namely; efficiency, reliability, accessibility, convenience and affordability.

[bookmark: _Toc356417597][bookmark: _Toc365200685][bookmark: _Toc239297319][bookmark: _Toc239300211][bookmark: _Toc239311493]2.3.2.1 Efficiency
Zeithaml, et al., (2006) defines efficiency of a service as how simple the service is to use and how properly the service is structured. According to the SERVQUAL Theory, there is a significant correlation between the level of efficiency and quality of a service. Inefficiency in the way a service is delivered is highly likely to affect the quality of the service itself.

[bookmark: _Toc356417598][bookmark: _Toc365200686][bookmark: _Toc239297320][bookmark: _Toc239300212][bookmark: _Toc239311494]2.3.2.2 Reliability
Zeithaml, et al., (2006) defines reliability of a service as the correct technical functioning and the accuracy of a service. A reliable service is a service that delivers what is expected, when it is expected. Reliability of a service is a measure of the degree of confidence that customers feel in using the service as well as the ability of the service to deliver as promised.

[bookmark: _Toc356417599][bookmark: _Toc365200687][bookmark: _Toc239297321][bookmark: _Toc239300213][bookmark: _Toc239311495]2.3.2.3 Accessibility 
Zeithaml, et al., (2006) defines accessibility of a service as the level of easiness to which a customer can access a particular service. Accessibility of a service represents the ability of the customer to get the service quickly and to reach the service provider when needed. There is a direct relationship between accessibility of a service and the quality of a service. The more accessible a service is, the better the quality. 

[bookmark: _Toc356417600][bookmark: _Toc365200688][bookmark: _Toc239297322][bookmark: _Toc239300214][bookmark: _Toc239311496]2.3.2.4 Convenience
Zeithaml, et al., (2006) defines convenience as the level of easiness with which a customer is able to use a particular service. There is a direct relationship between the level of quality of a service and the level of convenience in using a service. The more convenient a service is to use, the higher the level of quality of the service, and vice versa.

[bookmark: _Toc356417601][bookmark: _Toc365200689][bookmark: _Toc239297323][bookmark: _Toc239300215][bookmark: _Toc239311497]2.3.2.5 Affordability
Zeithaml, et al., (2006) defines affordability as the degree to which the customer believes that a service is affordable. Affordability plays an important role when customers make the decision on whether or not to use a particular service and whether that service will satisfy or not satisfy them. The more affordable the service is, the better the service is perceived by customers. 
[bookmark: _Toc356417602][bookmark: _Toc365200690][bookmark: _Toc239297324][bookmark: _Toc239300216][bookmark: _Toc239311498]2.3.3	Accessibility of Urban Public Transportation
Accessible transportation is the passport to independent living for everyone. Mobility means having transport services going where and when one wants to travel; being informed about the services; knowing how to use them; being able to use them; and having the means to pay for them (Suen and Mitchell, 2012).  Access to public transport services in cities can be assessed on several levels. 

Firstly, one may consider the extent to which any particular user is within easy geographic reach of a bus line. While direct evidence is scarce in our sample cities, the low density of paved roads coupled with unplanned growth, poor road surfaces, and narrow streets, suggests that the geographic reach of bus services is seriously circumscribed. 

Secondly, there is the issue of seating capacity relative to demand. Data on fleet sizes and bus capacities can be converted into an indicator of seat availability per thousand urban residents (Kumar and Barrett, 2008).  

Thirdly, travel information about transit and para transit services is being made accessible for people with sensory impairments. During travel, real-time information is available visually and audibly at stations, at bus stops, and inside trains and buses. Inductive loops are being used at booking and information desks, in stations (for public address systems), and in trains for travellers with hearing impairments (Suen and Mitchell, 2012).
[bookmark: _Toc356417603][bookmark: _Toc365200691][bookmark: _Toc239297325][bookmark: _Toc239300217][bookmark: _Toc239311499]2.3.4	Urban Public Transportation 
Public transportation is passenger transportation services, usually local in scope, that is available to any person who pays a prescribed fare. It operates on established schedules along designated routes or lines with specific stops and is designed to move relatively large numbers of people at one time (Rodrigue et.al, 2006). Mostly public transportation provides service for poor people. It is generally established by government but private sector is also providing service. Public transport includes large bus, minibus, taxi, and railway. It owns by formal or informal organizations. 

[bookmark: _Toc356417604][bookmark: _Toc365200692][bookmark: _Toc239297326][bookmark: _Toc239300218][bookmark: _Toc239311500]2.3.5	Affordability of Urban Public Transportation 
The concept of affordability is difficult to apply to urban passenger transport. Affordability varies widely with income and the distance to be travelled. For most people, moreover, transportation is essential rather than discretionary, so the necessary funds need to be found in the house-hold budget. Anecdotal evidence in Africa cities from limited surveys demonstrates that rising transport fares can isolate some people from employment opportunities, but this effect does not appear to be widespread. However, the fact that budgets are tightly balanced is illustrated by the sharp drop in ridership following fare increases, although ridership often rebounds after a few months (Kumar and Barrett, 2008).

[bookmark: _Toc356417605][bookmark: _Toc365200693][bookmark: _Toc239297327][bookmark: _Toc239300219][bookmark: _Toc239311501]2.3.6	Lack of a Policy Framework
A study by Mbara, T.C. (2002) revealed that, in many African countries, there is no national policy framework within which the urban transport sector can be addressed. Thus, decisions taken in respect of urban transport are more often a reaction to a crisis. A coherent policy framework is needed to avoid undertaking projects in an ad hoc manner. An area which has greatly suffered is in respect of road maintenance. There is no policy in terms of routine and periodic maintenance and quite often roads are attended to when they are seriously damaged and the costs to restore them will be prohibitive.

[bookmark: _Toc365200694][bookmark: _Toc239297328][bookmark: _Toc239300220][bookmark: _Toc239311502]2.3.7    Inadequate Coordination among National Government Sectors
A study by Kanyama, A. et al., (2004) revealed that the Ministry of Transport and Communication acknowledges that the transport sector in Tanzania is characterized by low quality services, namely, the existence of a great outstanding need for infrastructure maintenance and habilitation work, inadequate institutional arrangements, laws, regulations and procedures which are inconstant or incompatible with each other for the creation of the conducive climate of investment hence growth in the sector. Lack of a well organized coordination system among transport institutions involved in the operation of public transportation in Dar es Salaam. This shortcoming resulted in overlapping areas of responsibilities and with the absence of mechanisms for managing overlaps conflicts are common in the execution of roles.   According to the present Tanzania National Transport Policy (2003), the Ministry of Transport and Communication is supposed to develop a safe, reliable, effective, efficient and fully integrated transport infrastructure and operations which will best meet the needs of travel and transport. 

[bookmark: _Toc356417606][bookmark: _Toc365200695][bookmark: _Toc239297329][bookmark: _Toc239300221][bookmark: _Toc239311503]2.3.8	Traffic Congestion
Congestion causes increased costs for travelers and freight movement, loss of time, accidents, and psychological strain. (Alan Black 1995, p. 2). This is not simply congestion of transit vehicles during peak hours, congestion of pedestrian on sidewalks as well as congestion of bicycles. Congestion occurs when transport demand exceeds transport supply at a specific point in time and in a specific section of the transport system.  Under such circumstances, each vehicle impairs the mobility of others (Rodrique, 2013).

[bookmark: _Toc356417607][bookmark: _Toc365200696][bookmark: _Toc239297330][bookmark: _Toc239300222][bookmark: _Toc239311504]2.3.9	Longer Commuting Time
On par with congestion people are spending an increasing amount of time between their residence and workplace. An important factor behind this trend is related to residential affordability as housing located further away from central areas (where most of the employment remains) is more affordable. Therefore, commuters are trading time for housing affordability. However, long commuting is linked with several social problems, such as isolation, as well as poorer health (Rodrique, 2013).

[bookmark: _Toc356417608][bookmark: _Toc365200697][bookmark: _Toc239297331][bookmark: _Toc239300223][bookmark: _Toc239311505]2.3.10	Uncontrolled Urban Expansion
A study by (UNFPA, 2007) observed that population growth in urban cities almost all cities throughout the world experience expansion in their geographical space.  This is due to different reasons worldwide.  In the developed world, urban expansion results largely as people move into suburban areas in search of a higher quality of living (Whitehand and Larkham, 1992).  While in the developing world, and typically in African countries, urban expansion occurs as people build illegal houses in the peripheries of the cities to render cheap rental conditions thereby attracting more and more settlers. (UNHABITAT, 1996).
[bookmark: _Toc349890417][bookmark: _Toc356417609][bookmark: _Toc365200698][bookmark: _Toc239297332][bookmark: _Toc239300224][bookmark: _Toc239311506]2.4	Empirical Literature Review
[bookmark: _Toc349890418][bookmark: _Toc356417610][bookmark: _Toc365200699][bookmark: _Toc239297333][bookmark: _Toc239300225][bookmark: _Toc239311507]2.4.1	Empirical Review in the World
Bosch, C (2009) conducted a study to evaluate the quality of customer service delivery offered by the East London public transport commuter rail service provider operated by METRORAIL. The study was guided by three fundamental service quality indicators. In order to evaluate these indicators, the research focused on whether the quality of customer services provided by Metrorail meets commuter expectations.

The study found that the ability of METRORAIL to offer quality and affordable services is hindered by a constricted budget which is required to make the necessary investments and innovation that will help to improve the level of customer service. The study recommended that the company should make more investments so that the level of customer service will improve. 

Pucher et al., (2004) conducted a study on urban transport crisis in India, and revealed that vast improvements are needed in India’s public transport systems, but the necessary funding was not available.  Most buses and trains in small and medium size Indian cities are old and poorly designed, inadequately maintained, dangerously overcrowded, undependable, and slow (Acharya, 2000).  Public transport systems in India are generally inefficient, thanks to outdated technology, incompetent management, corruption, overstaffing, and low worker productivity. 

A study conducted by Alencar Martins Izidoro (2011) on public transport in Brazil’s metropolitan areas revealed that 84% of the population lives in urban areas, and its inadequate urban transport infrastructure constitutes a major hurdle to the country’s development. Major Brazilian urban centres suffer severe transport bottlenecks which are affecting the country’s competitiveness in the international arena. The study also revealed that with the inadequate rail system, meant that, by default, buses remain the main form of mass transit in Brazil’s urban centres. This mode of transport shares the congested roads with cars.  Besides being slow, traffic-snared buses have higher operating costs resulting in an increase in bus fares.

Zhong-Ren Peng, et al, (2011) conducted a research on China’s public transportation and revealed that with the rapid urbanization and large scale of motorization will inevitably bring challenges to the urban environment.  These challenges are associated with population increase, traffic congestion, air pollution, urban sprawl and increased energy consumption.  The expansion of cities has increased the length of trips for most urban residents, leading to more travel demand for roadways and public transportation making it difficult for travel demands to be satisfied.

Victor Islas Rivera, et al, (2011) in a report on Implementing Sustainable Urban Travel Policies in Mexico revealed that urban growth in Mexico has been explosive in terms of urban land use and population. Mobility needs in Mexico City grew to 22 million trips daily in 2007. Public transport is dominant in most Mexican cities.  In 2007, the predominant urban transport user was an adult worker or employee, followed by younger students. Mexico City people used about 17.5 million hours daily to travel to their activities.  This is equivalent of more than 2.2 million workers doing nothing for eight hours.  This comparison with working hours gives a preliminary idea of the economic and social cost of urban transit that replaces productive activities, rest, family life or education.

The study also revealed that the main obstacle faced by urban transport projects is the lack of modernization of the institutional framework.  To some extent, this problem is caused by the relative contempt of certain authorities towards the proposals of transport operators or public transport users. Emphasis should be focused towards the need that any transport project must seek active participation of both authorities and operators/users as an indispensable condition.

Circles Robinson (2009) on Cuba tackles transportation challenges, revealed that most people rely first and foremost on public transport and Havana has been the hardest hit. With a population of around 2.5 million spread out over an area of over 280sq.miles, getting around the city requires a major effort. Urban buses are all publicly owned and even though the fares are very cheap, there is an acute shortage of buses.    Commuters face problems of transport to and from work. The daily time spend in commuting by an average worker in Havana can be as much as three to four hours. Transport problems also affected job motivation and productivity.  

[bookmark: _Toc349890419][bookmark: _Toc356417611][bookmark: _Toc365200700][bookmark: _Toc239297334][bookmark: _Toc239300226][bookmark: _Toc239311508]2.4.2	Empirical Review in Africa
A study conducted by Kumar, A. et al,  (2008) on comparative analysis of public transport system in African cities, namely, Abidjan, Conakry, Dakar, Dar es Salaam, Kampala, Kinshasa and Lagos revealed that the road network in all cities is substandard.  Capacity is limited, service lanes are absent, pavement is deteriorating and street lighting is minimal.  Bad conditions reduce vehicle speeds, sapping the productivity of the bus fleet and increasing the cost of vehicle maintenance. 

Yunusa, A. (2011) conducted a study on evaluation of the performance of public transport agencies in Kaduna and Niger States in Nigeria.   The objectives of the study were to determine the extent to which level of funding affects financial performance, how inadequate training affects quality of personnel for performance, how provision of operational inputs affects operational reference and how standard of service provided.

A study by Kumar et al., (2008) on quality of service in 14 African cities revealed that no formal quality of service statistics are available, but formal and informal surveys of users undertaken in these cities suggest widespread of dissatisfaction with bus service.  Frequent complaints include poor quality of roads, overcrowding of buses, unpredicted and irregular service and inadequate terminal facilities.

The study also revealed that routes run between terminals controlled by the operators’ union which limits the degree to which they can be adjusted to meet passenger demand.  As a result, passengers must change buses at least once to reach their destination, thus increasing the duration and cost of their trip.

Kumar et al., (2008) carried a study on public transport in Bamako, Mali.  It revealed that the average age of 168 large buses in operation is 17 years, and each covers 225 kilometers per day. According to passenger surveys, buses are irregular, overcrowded and unreliable.
Mekuriaw (2012) conducted a study on Performance and Challenges of Zonal Taxi Transport System in Addis Ababa. The study revealed that accessibility and quality of zonal taxi transport system is relatively better because of the opening up of new routes, fair distribution of taxis, protection of criminal activities, and reduction of traffic accidents by giving break for drivers and others. 

Machobane, T. (2010) conducted a study on total quality management and effective urban public transport.  This study reports the results of a full survey among a sample of the District-wide customers in the study area. It was found, amongst others, that there are no Total Quality Management practices among public transporters in Ethiopia and this affects the quality of services offered.

[bookmark: _Toc349890420][bookmark: _Toc356417612][bookmark: _Toc365200701][bookmark: _Toc239297335][bookmark: _Toc239300227][bookmark: _Toc239311509]2.4.3	Empirical Review in Tanzania
A study by Kumar et al. (2008) sought to provide a comprehensive overview of the state of urban transport across major cities of Africa, Dar es Salaam being one of them, with a view to drawing out main challenges facing urban transport sector and illustrating different ways in which to address them. The study focused on commercial buses, taxis and motorcycles as means of public transport. 

The study was conducted between June, 2004 and December, 2006. The design of the study served its primary purpose. However, on regulatory perspective, the study had some limitations as it described the state of urban transport in the period prior to the advent of Regulator - SUMATRA. Hence, several regulatory measures had been implemented from the time the study was conducted.
A study by Kanyama et al., (2004) was yet another attempt to investigate issues related to public transport in Dar es Salaam city. The study was conducted with the objectives of investigating existing public transport planning approaches in Dar es Salaam, examining the extent of vehicle emissions and occurrences of accidents as well as examining constraints and potentials for the development of public participation in public transport.

Just like the study by Kumar et al (2008), the study by Kanyama et al., (2004) had limitations with respect to the timing of the study. Despite the time factor limitation in generalizing study findings, the study provided valuable insights with respect to user assessment of the Daladala transport quality. The study investigated users opinions on crew behaviour particularly language and tidiness. 

A study by Kombe et al., (2003) investigated links between public transport and the livelihoods of the urban poor in Dar es Salaam. The study took a case study approach in collecting information on travel times, conditions of buses including overcrowding and seating conditions, hygiene conditions, and operators working conditions as well as their remunerations.

A study conducted by SUMATRA (2012) on the nature of employment among daladalas conductors and drivers found that lack of permanent employment status is among the main causes of poor level of service offered by drivers and conductors. The study found that majority of conductors and drivers had no fixed wages and their income depended on daily revenue collections.
The study also found that a common form of employment was daily employment which accounted for 73.24%. Contractual form of employment, longer than a day, accounted for 14.32%, while permanent employment represented 12.16%. This poses serious challenges on enforcement, regulation and supervision. The study also established that the dominant mode of remuneration was surplus of daily target.

The study also investigated working hours for daladalas conductors and drivers by investigating if drivers observed the stipulated working hours. The study revealed that the average working hours for the bus drivers was 16.02 hours. Majority (62.5%) of drivers started work at 0500 hours and closed at 2100 hours. Regarding resting time between starting and closing time of work, 84.4% of drivers had no resting time.

On the other hand, drivers who had resting time (15.6%) indicated that the buses were being driven by temporary drivers known as deiwaka (day workers) while they rested. Day worker represented 81.48 % of the temporary engaged drivers during resting times. Long working hours for drivers could be an attributing factor to common accidents by commuter buses due to tiresome and stress on the part of drivers.

A study conducted by Mlambo and Khayesi, (2006) on the challenges of public transport in Dar es Salaam found that 81.9% of passengers rated operatives’ language as poor or very poor. Incidences of abusive language were more pronounced during collection of fares, loading and disembarking of passengers. The study also found that 87.7% of passengers were not satisfied with neatness of bus crew.  
Apart from bad language and dirtiness of crew, noises from radio and music players was the third ranked nuisance onboard by passengers. Playing music or radio on a high volume, apart from disturbing passengers, led to misunderstanding, and therefore resulting in bad relationship between bus crew and passengers. All these factors contribute to the poor perception of commuters on the quality of services (Mlambo and Khayesi, 2006).

Another issue with public transportation in Dar es Salaam is that it does not cater for passengers with special needs including people with disabilities. Also, there is no uniform quality approach for urban public transport and the concept of quality remains somewhat vague. Furthermore, there is no systematic effort within the public transport industry to evaluate applications of quality management (Mlambo and Khayesi, 2006).
[bookmark: _Toc349890421][bookmark: _Toc356417613][bookmark: _Toc365200702][bookmark: _Toc239297336][bookmark: _Toc239300228][bookmark: _Toc239311510]
2.5	Research Gap

[bookmark: _Toc229821619][bookmark: _Toc356417614]According to census data, the population of Dar es Salaam was 348 000 in 1968, 852 000 in 1978 (that is an annual growth rate of 9.4%) and 1 345 000 in 1988 (that is an annual growth rate of 4.7% since 1978).  The current number of inhabitants may be estimated at 2.5 to 3 million (Razafindrakoto, Roubaud 2001). A study by Diaz Olvdera Lourdes, et al, (2003) indicate that the deficiencies in the transport system, in terms of infrastructure and service provision, further complicate daily life by hindering access to urban facilities for a majority of households, notably the poor. A case study based on 2002 census data on Dar es Salaam by the World Bank revealed that the population growth rate is 8% per annum and estimated the city population to be 5 million by year 2020. Analyzing the above information, it shows a rapid increase in population growth in Dar es Salaam, and this scenairo has created the gap between transportation needs and the means to satisfy them.  

[bookmark: _Toc365200703][bookmark: _Toc239297337][bookmark: _Toc239300229][bookmark: _Toc239311511]2.6      Conceptual Framework
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[bookmark: _Toc356417615][bookmark: _Toc365200704][bookmark: _Toc239297338][bookmark: _Toc239300230][bookmark: _Toc239311512]2.7	Theoretical Framework
According to Jean-Paul Rodrique (2013) urban productivity is highly dependent on the efficiency of its transport system to move labour, consumers and freight between multiple origins and destinations.The conceptual framework highlights the transport challenges, ways of solving the problems and how to provide quality service to commuters.

Some of the challenges encountered by the commuters are highlighted in Figure 2.1. Lack of poor planning will result in unorganized structures which will increase the problems rather than solving them.  Planning is very important in order to meet the desired results.  It is also important to find the pressures causing the challenges, and once identified, mechanisms to control them should be implemented in order to achieve long term objectives. As pressures mount, service providers are unable to satisfy the needs of the commuters hence creating unfavourable conditions, such as long queues.  

In order to overcome these problems, the government and other relevant stakeholders have to study the challenges and devise policies and regulations that target to eliminate the problems.   There is need for all concerned stakeholders to work and identify transport challenges collectively in order to solve the ever-increasing problems faced by both commuters and transport owners. They should use the determinants of service quality as their benchmarks tackling the problems. Having established the causes of the challenges is the first step in finding a lasting solution. After addressing the transport challenges, a favourable operating environment will be created. The service providers will be able to operate on good road infrastructure resulting in less vehicle maintenance costs. Concentration will be more on customers’ satisfaction of the service delivery. 

































[bookmark: _Toc356417616][bookmark: _Toc365200705][bookmark: _Toc239297339][bookmark: _Toc239300231][bookmark: _Toc239311513]CHAPTER THREE
[bookmark: _Toc349890423][bookmark: _Toc356417617][bookmark: _Toc365200706][bookmark: _Toc239297340][bookmark: _Toc239300232][bookmark: _Toc239311514]3.0 RESEARCH METHODOLOGY
[bookmark: _Toc349890424][bookmark: _Toc356417618][bookmark: _Toc365200707][bookmark: _Toc239297341][bookmark: _Toc239300233][bookmark: _Toc239311515]3.1	Introduction
This chapter presents the overall research design, location of the study, sample of the study, sample size, sampling techniques used to select respondents, nature of the study, data collection techniques that will be used to collect relevant information and data analysis as well as sources of data collection techniques. 

[bookmark: _Toc349890425][bookmark: _Toc356417619][bookmark: _Toc365200708][bookmark: _Toc239297342][bookmark: _Toc239300234][bookmark: _Toc239311516]3.2	Research Design
The research strategy that was used was a case study method.  The reason for using the case study design was due to the fact that it offered a comprehensive description and analysis of a single situation or a number of specific situations (Yin, 1984).  Yin also noted that variations in terms of intrinsic, instrumental and collective approaches to case studies allow for both quantitative and qualitative analyses of the data.   
According to (Zaidah, 2003), detailed qualitative accounts often produced in case studies do not only help to explore or describe the data in real-life environment, but also help to explain the complexities of real-life situations which may not be captured through experimental or survey research. 
3.3    Area of Research
The study was conducted in Dar es Salaam. Dar es Salaam covers an area of approximately 1800 square kilometers with a population of 4.3 million according to the 2012 census. Dar es Salaam is the largest city in Tanzania. It is also the most active commercial city in the country generating as much as 70% of the national internal revenue (Mlambo and Khayesi, 2006).  Administratively, the city is divided into three municipalities, namely Kinondoni, Temeke and Illala  (Figure 3.1). 
[bookmark: _Toc356417620][bookmark: _Toc365200709][bookmark: _Toc239297343][image: ]
[bookmark: _Toc239311930]Figure 3.1: Dar es Salaam City Council
Source:  Mlambo and Khayesi (2006)

[bookmark: _Toc349890426][bookmark: _Toc356417621][bookmark: _Toc365200710][bookmark: _Toc239297344][bookmark: _Toc239300235][bookmark: _Toc239311517]3.4	Population of the Study
A population is a group of individuals of the same species that share aspects of their demography or genetics more closely with each other than with other groups of individuals of that species (Hunter, 2002:144).  It is translating the abstract concept into workable concept. In this study, the population comprised of all residents of Dar es Salaam who use public transport services, all operators of public transport companies, all bus conductors and drivers as well as members of staff of SUMATRA which is the regulatory body for the public transport sector. 
[bookmark: _Toc349890427][bookmark: _Toc356417622][bookmark: _Toc365200711][bookmark: _Toc239297345][bookmark: _Toc239300236][bookmark: _Toc239311518]3.5	Sampling Procedures
[bookmark: _Toc86739246]Kothari (2006) defines sample as a collection of some parts of the population on the basis of which judgment is made. A sample is small enough to make data collection convenient and large enough to be a true representative of the population from which it had been selected. Sample size refers to a number of items to be selected from the population of the study to constitute a sample.
 
The sampling method used was probability method. According to Ryan, (2011), probability sampling means that everyone in a given population has an equal chance of being surveyed for a particular piece of research. Let’s say we want to know how many people would choose blue as their favorite color. If we wanted to answer that question in the context of the average American, that would mean that everyone in the United States would have an equal chance of being sampled for the study. The same holds true for sub-segments of the population. 

[bookmark: _Toc239312126]Table 3.1: Sample of Study
	Areas/Authorities interviewed
	No. of Respondents

	Dar es Salaam Residents
	130

	Owners of Daladalas
	10

	Bus drivers
	10

	Bus conductors
	10

	Traffic police
	1

	SUMATRA Representative
	1

	Total
	162


Source: (Researcher)
The respondents were randomly selected from among the population of the study, except for SUMATRA and the Traffic police officials. Appointments were requested and granted for the interviews of the officials. 

The sample size was based on the empirical detail that a random selection from a larger population always gives a true representation of the area (Black, 1993; Babbie, 1998 and Bailey 1982). A simple random sampling method technique was espoused for this research and a total of 160 questionnaires were administered to the respondents which represent 1% of the total sampling frame.  This is in accordance with Bruton (1975), cited Ogunkoya (2008) gave a sample size of 10% for population of area under 50,000 and 1% for areas having 1 000 000 people and above.  Likewise, the cost of obtaining survey material and skilled staff for the survey contributed to this choice.  Similarly, previous researchers (Arimah and Adinnu, 1995, Aluko, 1996,) cited in Somuyiwa, (2008) utilized 1% in their studies, less than 1% was used by Olokesusi (1994) and Havlicek (1985).   

[bookmark: _Toc349890428][bookmark: _Toc356417624][bookmark: _Toc365200712][bookmark: _Toc239297346][bookmark: _Toc239300237][bookmark: _Toc239311519]3.6	Data Collection Methods
The study used both primary and secondary data collection methods. Primary data collection method involved gathering first hand information from the original source for the purpose of making statistical inference. Fieldwork survey involved collection of both quantitative and qualitative data.  Qualitative information was collected through personal observations, subjective judgment, surveys, questionnaire and interviews. Quantitative information was collected and processed using statistical and other techniques. 
Secondary data collection method for this study was based on extensive literature review from published and unpublished documents, reports, presentations, workshops, journal articles, seminars, online database, statistical, mapped forms and scholarly books from various sources.  The review of academic literature relevant to the focus of the study helped to brighten the arguments of this study.

[bookmark: _Toc349890429][bookmark: _Toc356417625][bookmark: _Toc365200713][bookmark: _Toc239297347][bookmark: _Toc239300238][bookmark: _Toc239311520]3.7        Data Collection Tools
[bookmark: _Toc356417626][bookmark: _Toc365200714][bookmark: _Toc239297348][bookmark: _Toc239300239][bookmark: _Toc239311521]3.7.1     Questionnaire
Being aware of the mixture of educational levels, the questionnaires were translated from English to Kiswahili in an effort to accommodate most of the commuters.  The questionnaires were then distributed.  The commuters were contacted at various bus terminuses, bus stops and to a small extend in the neighbourhood.  Simple sampling technique was applied in the process. Respondents were randomly selected and unannounced and requested to fill the questionnaires. Areas of concentration for questionnaires distribution were bus terminuses at Kariakoo, Ilala, Mwenge, Posta and Kawe. 

[bookmark: _Toc349890431][bookmark: _Toc356417627][bookmark: _Toc365200715][bookmark: _Toc239297349][bookmark: _Toc239300240][bookmark: _Toc239311522]3.7.2     Interview Method
According to (Kothari, 2006), an interview is a set of question administered through oral or verbal communication or is a face-to-face discussion between the researcher and the interviewee respondent. There are two types of interviews, namely structured and unstructured interviews.  Both types of interviews were conducted with respondents. Interviews enabled the researcher to get first hand information from respondents. 
[bookmark: _Toc349890432][bookmark: _Toc356417628][bookmark: _Toc365200716][bookmark: _Toc239297350][bookmark: _Toc239300241][bookmark: _Toc239311523]3.7.3     Observation
Another data collection method that was used by the researcher was observation.  The researcher conducted observation at bus stops and within commuter buses as they move around the city.  Observations included the level of comfort within buses, traffic jams, appearance and manners of bus conductors and drivers, the speed at which buses were driven and the level of satisfaction of commuters with the services offered.

[bookmark: _Toc349890433][bookmark: _Toc356417629][bookmark: _Toc365200717][bookmark: _Toc239297351][bookmark: _Toc239300242][bookmark: _Toc239311524]3.7.4     Documentary Review
Another data collection method that was used during the study was documentary review. In order to collect relevant information on the problem studied, the researcher conducted a documentary review of various reports generated by SUMATRA, reports by DART project, Dar es Salaam Transport Policy and National Transport Policy. 

[bookmark: _Toc356417630][bookmark: _Toc365200718][bookmark: _Toc239297352][bookmark: _Toc239300243][bookmark: _Toc239311525]3.8        Reliability and Validity of the Data
[bookmark: _Toc356417631][bookmark: _Toc365200719][bookmark: _Toc239297353][bookmark: _Toc239300244][bookmark: _Toc239311526]3.8.1     Reliability
Reliability of a research instrument concerns the extent to which the instrument yields the same results on repeated trials.  Although unreliability is always present to a certain extent, there will greatly be a good deal of consistency in the results of a quality instrument gathered at different times.  The tendency found in repeated measurements is referred to as reliability. Carmines & Zeller, (1979).  According to Pitt (1991), replications of original studies are acceptable vehicles for the establishment of reliability and validity of instruments.
Reliability of the research instrument was conducted using test re-test method.  Questions in the research instrument were pre-coded, pre-tested and modified in consonance to identified shortcomings during pre-test.  This was done by management or gathering of data at different locations and time of travel.  Recruitment of research assistance for instantaneous data collection and observations facilitated the cross-checking and enhanced the reliability of the outcome or judgment.

[bookmark: _Toc356417632][bookmark: _Toc365200720][bookmark: _Toc239297354][bookmark: _Toc239300245][bookmark: _Toc239311527]3.8.2     Validity
Validity of this study was done by triangulation of collected data and research methodology or techniques used.  This involved the use of a selection of methods or techniques for data compilation and analysis.  For example, field observation, management of questionnaire using appropriate sample size and sampling techniques.  Therefore, to have a realistic validity level of the study instrument, investigative techniques used included both descriptive and parametric techniques.

[bookmark: _Toc356417633][bookmark: _Toc365200721][bookmark: _Toc239297355][bookmark: _Toc239300246][bookmark: _Toc239311528]3.9       Data Analysis
Data and information collected during the study was reduced into summary form that was processed by Microsoft Excel spreadsheet software. The findings of the research study was organized and the data presented in the form of words, numbers and percentages by using tables, pie charts, histograms and graphs. Quantitative data collected from questionnaires was carefully checked for correctness, and then presented in tables and figures by using words, numbers and percentages. The data was analyzed by using Microsoft Excel software and presented in the form of charts and histograms. Qualitative data collected from interviews with respondents was recorded by using tape recorders and then transcribed.

[bookmark: _Toc356417634][bookmark: _Toc365200722][bookmark: _Toc239297356][bookmark: _Toc239300247][bookmark: _Toc239311529]3.10     Expected Results
Through the findings of the case study, the researcher anticipated that the information will be valuable to the government and its agencies in formulating the necessary measures to curb the ever increasing challenges in public transport. This will enhance the quality of service provided by the service providers to the society. In addition, the research provided an opportunity to further research by individuals and organizations.



























[bookmark: _Toc356417635][bookmark: _Toc365200723][bookmark: _Toc239297357][bookmark: _Toc239300248][bookmark: _Toc239311530]CHAPTER FOUR
[bookmark: _Toc356417636][bookmark: _Toc365200724][bookmark: _Toc239297358][bookmark: _Toc239300249][bookmark: _Toc239311531]4.0  DATA ANALYSIS

[bookmark: _Toc356417637][bookmark: _Toc365200725][bookmark: _Toc239297359][bookmark: _Toc239300250][bookmark: _Toc239311532]4.1	Introduction
Chapter four analyzes the results with relevance to the research questions previously discussed.  The data also include information on the demographics of those respondents who participated in the questionnaire and analytical testing.

[bookmark: _Toc356417638][bookmark: _Toc365200726][bookmark: _Toc239297360][bookmark: _Toc239300251][bookmark: _Toc239311533]4.2	Case Study Findings
[bookmark: _Toc356417639][bookmark: _Toc365200727][bookmark: _Toc239297361][bookmark: _Toc239300252][bookmark: _Toc239311534]4.3       Characteristics of the Sampled Population
The demographic information collected from the questionnaires was statistically analyzed and comparisons were made with the already established data for Dar es Salaam.  Table 4.1 highlights the comparison of public transport commuters.

[bookmark: _Toc239312148]Table 4.1: Socio Demographic Profile of Sample Respondents
	Parameter
	% Sample respondents
	Dar es Salaam Population

	Gender

	Male
Female
Total
	52%
48%
100%
	                     50.45%
                     49.55%
Total             100%


Source: Population and Housing Census, (2002)

The gender composition of the sampled public transport users (Table 4.1) above shows that 52% were male while 48% were female. Due to the transport challenges, especially working mothers will not have enough time with their families as they leave very early and come back from work very late.  Parents in general and children in particular need to share quality time but this will be possible because by the time the parents reached their homes, the children are already in bed.  Due to safety reasons, it is very dangerous for women to travel late at night.  The age structure of the respondents reveals that 35% were between 18-25 years, 38% between 26-35, 15% between 36-45, and 12% between 46 years and above. The highest percentage of public transport users were between 18-25 years and 26-35 years, signifying college students and working age group utilized public transport more than the age group 36-45 and 46 and above.  This showed that later group used other methods of transportation such at private vehicles and staff buses.

[image: ]
[bookmark: _Toc239311995]Figure 4.1: Age Structure of Respondents   (n-130)
Source: (Researcher)
[bookmark: _Toc356417641][bookmark: _Toc365200728]
[bookmark: _Toc239297362][bookmark: _Toc239300253][bookmark: _Toc239311535]4.4 	Current Public Users
According to a survey carried out, it was observed that 88% of users commute daily, 9% during weekdays and 3% on weekends. 
[image: ]
[bookmark: _Toc239311996]Figure 4.2: Frequency of Public Transport Usage by Commuters   (n=130)
Source: (Researcher)

[bookmark: _Toc356417642][bookmark: _Toc365200729][bookmark: _Toc239297363][bookmark: _Toc239300254][bookmark: _Toc239311536]4.5	Interview with SUMATRA Official
SUMATRA is the national regulatory authority that oversees both land transportation services as well as marine transportation. It regulates routes, fares and issuing of licenses to daladalas operating within Dar es Salaam. An interview with Mr. Conrad Shio, Senior Road Licensing and Monitoring Officer revealed that SUMATRA issues licenses only after inspection of vehicles by the vehicle inspector and in receipt of a roadworthy certificate from the applicant. 

He informed that public transport in Dar es Salaam is owned and operated by individuals.  Mr. Shio pointed out that SUMATRA is aware of the poor quality of service offered in the transport sector. During the interview he stated the challenges as thus: 
“Accessibility is not easy for everyone, especially people with disabilities as there is no provision available for them within the transport system.  Affordability of fares, SUMATRA sets price caps in order for commuters to afford the transportation costs.  Availability of services is a big hindrance as there is no common ground since the sector is individually owned and this will result in poor service quality delivery.” 

Mr. Shio pointed out that lack of respect and dignity from both drivers and conductors to commuters is prevalent. Reliability and communication skills are virtually non-existence.

According to Mr. Shio, in order to overcome the transport challenges and to provide quality of service to commuters, there is need for introduction of very few companies to run daladala business in Dar es Salaam, whereby every company should own not less than 150 daladalas of high capacity.  The number of registered daladalas in Dar es Salaam as of 30 March was 6 507.   He noted that the number of daladalas do not tally with the demand of commuters. 

He pointed out that implementation of seminars and training for conductors and drivers on customer care is essential.  Review of rules and regulations to fit the current situation is also vital.  He added that, it is imperative to introduce more and heavy punishment for those operators who break the laws. Overcoming the transport challenges is very difficult as changes should be done in the existing old laws and policies still being used. 

Mr. Shio explained that the responsible stakeholders, namely, TANROADS, SUMATRA, DART, Police, Regional Commissioner’s office and municipal authorities meet twice a month to review obstacles faced by transporters with a view to finding a way forward to improve the quality of service in the transport sector. Asked if SUMATRA is aware that despite the increase in fare, commuters felt the increase do not tally with the quality of service offered.  He pointed out that: 
“as of the 1st July 2013, SUMATRA will start issuing licences to local companies only and is hopeful that quality of service will improve.” 

Mr. Shio pointed out that commuters were regularly complaining about shortening of routes by daladalas and at the same time charging high transport fare.  

[bookmark: _Toc356417643][bookmark: _Toc365200730][bookmark: _Toc239297364][bookmark: _Toc239300255][bookmark: _Toc239311537]4.6	Interview with Senior Assistant Commissioner of Police 
With regard to statistics of public transport offenders, the Senior Assistant Commissioner of Police Mohammed R.A. Mpinga (Commanding Officer Traffic), pointed out that the police do not keep data for only public transport offenders, but the overall offences as from January to March 2013, (that is, motor vehicle license, overloading, insurance, defective vehicles, over speeding, route, fare, Driving Under the Influence, red light, uniform, etc)  committed was 153,333 making an average of 52,444 per month.  Fines collected were Tshs 4.59 billion, that is Tshs 1.53 Billion per month.  

The main causes of public transport accidents are grouped into three namely; human error, mechanical defect and road environment. Senior Assistant Commissioner Mpinga emphasized that, according to 2012 statistics, human error accounted for 80%, mechanical defect 11% and road environment 9%. Human error includes high speeding, drink and drive, failure to comply with road signs as well as traffic laws and regulations. Speeding problems with public transport providers are encountered daily.   With regard to route allocations, he said, transport operators do not always use their allocated routes especially during peak hours and at night when enforcement is very low.  

Asked what steps to be taken to ease traffic congestion on some roads within Dar es Salaam especially on major junctions where there are no traffic lights.  On this note he pointed out that, traffic police are not enough to cover every junction in the city, as the police is working together with other relevant authorities such as the Ministry of Works to make sure chaotic junctions are established and installed with traffic lights. The police think it is important to even mark yellow boxes in those junctions. 

With response to required traffic documentation by daladalas, police observed that not all public transporters have all the required documentation and emergency equipment to operate.  It is the duty of the police to inspect them and to ensure that each public transporter has the required documents when their vehicles are on the roads.   Likewise, public transporters are obliged not to contravene rules and regulations.

With regard to road signs, Senior Assistant Commissioner Mpinga informed that there are no sufficient and eligible road signs. There is need for more and eligible road signs as there is an increase of social infrastructure such as schools, hospitals, and residential areas. He went on to say, 
“The relevant authority should carry out research and identify the areas which need more road signs. However, there is a problem of vandalism of road signs within the community.”
Taking into account the boarding problems faced by commuters, the Senior Assistant Commissioner confirmed that it is true that during peak hours there is terrible commotion when commuters boarding daladalas and those disembarking force their way in and out of the buses. The reason is that the number of daladalas on the roads is not consistent to the number of commuters. Another reason is due to the old infrastructure plan. Some of the solutions to overcome the problems according to police are the establishment of Rapid Transport System which is currently an ongoing process that will eventually ease transport problems and educating passengers on how to queue in a first come first served when boarding daladalas. 

Regarding major crimes committed by public transporters, he said that according to Road Traffic Act (CAP 168) of 1973 Revised Edition of 2002 there is no crime in road traffic issues except offences due to violation of laws and regulations. However, the major offence is fatal accident which can be caused by over speeding, driving under influence of alcohol, careless overtaking and over loading.  It was noted that most public providers do not comply with traffic laws. 

In analyzing the causes of an increase in traffic accidents, whether it is the state of vehicles or poor road infrastructure, he observed that, 
“The state of vehicles increased traffic accidents by 11%, while poor road infrastructure increases traffic accidents by 9%. So it is the state of vehicle that is the basis of increase of traffic accident for the sake of the question.”

However, as indicated above, human error contributes 80% in traffic accident. Regarding permissible age to drive public transport, Senior Assistant Commissioner Mpinga reiterated that, 
“The eligible age to drive public transport as per SUMATRA regulations 2007 is 30 years minimum and not more than 60 years. The driving experience should be not less than 6 years”. 

Apart from holding a valid licence by daladala drivers, they have to undergo defensive driving to sharpen their skills. In order for a driver to hold a new electronic driving licence class C, C1, C2, and C3 one has to undergo training either at the National Institute of Transport (NIT) or at Vocational and Education Training Authority (VETA).

With regards to complaints by commuters, he stated that traffic police deal with passenger complaints regularly but normally they increase during peak hours, holidays, or end of the year.

Regarding the load capacity of daladalas, there are specific number of passengers to be carried by daladalas as specified by Tanzania Bureau of Standards (TBS) and SUMATRA.  Still, there is over-crowding problem in public transport. The traffic police’s opinion on this is that, the government should improve public transport. BRT system will be a solution if it will be well maintained and supervised properly. Therefore, passengers themselves need to change their behavior by being tolerant whenever they find the number of commuters in the daladala is limited, they have to wait for another one.

The traffic police’s expectation on both public transport owners and users is that public transport owners’ vehicles must be roadworthy; road users on the other hand should obey the traffic laws and regulations and take safety measures whenever they are on the roads. The law protects passengers interests especially the regulations of SUMATRA.

 Asked what will happen when a public transport vehicle is impounded, he pointed out that normally, when the vehicle is impounded the owner is supposed to take his vehicle to a garage and to return it to the police station for re-inspection when he believes that the defects have been repaired. So, the vehicle will be allowed back on the road once its roadworthiness is cleared.

With regard on sensitizing the public on traffic regulations, he noted that there are training and education programs for commuters to make them aware of the traffic regulations. For example, there are programs in primary and secondary schools, on radio and television. There are also articles published every Thursday in Majira newspaper. Commuters are also educated during Road Safety Week on how to use the roads and to observe public transport safety rules.

On compensation issue, he advised that according to Insurance Act (CAP 169) Revised Edition 2002, every public transport vehicle should be insured and compensation is paid to the affected passengers in an accident. Asked what will happen if a daladala driver is regularly convicted in road offences, he pointed out that: 
“the driver’s licence can be revoked by the police or the court if he is responsible for a fatal accident or injury.  With the new electronic driving system we expect to establish point system very soon where the point to the driver’s license will be diminished from 15 to 0 by deducting 5 points or 3 points whenever he commits an offence depending on the nature of the offence. When it reaches to 0 automatically the licence will be revoked.”
Asked what recommendation the traffic police would put forward to policy makers to improve the traffic problems, Senior Assistant Commissioner Mpinga put across the following suggestions: 
(i) The government should encourage the use of Information Communication Technology (ICT) in road traffic management where camera (CCTV camera) on the road will help to detect the traffic offenders and help the authorities to get accurate information on road traffic laws violation, 
(ii) The government should introduce Car Tracking System for upcountry buses by involving the Private sector (Public Private Partnership), 
(iii) It is high time for the government to impose stern punishment to those who violate road traffic laws as the current punishment is very lenient, 
(iv) To amend the Traffic law, (v) to allocate more funds to Traffic department, 
(v) To equip properly the Traffic department and training of Traffic officers, 
(vi) The Government should introduce the Mandatory Vehicle Inspections in the country as this will help to detect roadworthy vehicles and 
(vii) The government should install high advance speed camera on our high way roads which will detect speed violation automatically. 

[bookmark: _Toc356417644][bookmark: _Toc365200731][bookmark: _Toc239297365][bookmark: _Toc239300256][bookmark: _Toc239311538]4.7	Interview with Mr. Sabri Mabruk – Chairman DARCOBOA
Daladala owners are represented by an association called Dar es Salaam Commuters Bus Owners Association (DARCOBOA) whose chairman is Mr. Sabri Mabruk.  In an interview with Mr. Mabruk, he stated that the introduction of DART was a noble idea as its aim is to reduce traffic congestion and to improve quality of transportation service. He was quick to mention that:
“It was more beneficial to commuters, and if resources permit, the project should be implemented at once rather than in phases.” 

Mr. Mabruk reiterated that due to low fares, owners of daladalas were unable to properly service their vehicles and this in turn resulted in mediocre quality of service. He pointed out that: 
“Although the fares were increased by 24%, DARCOBOA had initially requested for a 148% increment.” 

Poor road infrastructure contributed substantially to vehicle damages. Most of the daladalas are second hand vehicles fairly in good condition imported from Japan, Dubai etc.  He went on to say that DARCOBOA had made presentations to the Government for the exemption of import duty and value added tax (VAT) on brand new minibuses in order to afford the expenses.  

The government agreed in principle to the idea and was looking into the issue. He admitted that as long as there was no proper monitoring and supervision on daladalas by the competent authorities, for example, bus inspectors, supervisors, road worthiness inspectors, etc., quality of service will always be compromised. In regard to the implementation of DART, daladala owners will have an option of buying shares in newly formed transport organizations.  Old daladalas will be purchased by the government and those in good conditions will be rerouted. 

[bookmark: _Toc356417645][bookmark: _Toc365200732][bookmark: _Toc239297366][bookmark: _Toc239300257][bookmark: _Toc239311539]4.8	Interviews with Daladala Drivers
From the interviews carried out with daladala drivers, it showed they lack defensive driving skills which was very essential in reduction of traffic accidents. This was a drawback in improving of quality of service.  As public drivers, there is need to undergo such training for the safety of the passengers. With respect to remuneration, it was noted that they were paid on monthly basis, on commission based on revenue collected and on daily target. Other operators stipulate revenue targets to be achieved by their drivers, and some are paid paltry salaries. All methods of payment encourage speeding, overload, excessive overtaking, poor parking, route shortening and frequent vehicle stoppage to pick up or drop passengers.

[bookmark: _Toc365200733][bookmark: _Toc239297367][bookmark: _Toc239300258][bookmark: _Toc239311540]4.9	Interviews with Daladala Conductors
According to an interview carried out with daladala conductors, it was revealed that conductors recruited by drivers accounted to 90% while those recruited by owners were 10%. This implies that daladala owners have very minimal rapport with conductors thereby reflecting control by the drivers. The owners on the other hand have no knowledge about the competence of the conductors. Remunerations are paid on monthly basis, daily wages and daily target. With meager remuneration, this led to unscrupulous ways of getting money to supplement the salaries by both drivers and conductors. 

Without professional training of customer care, conductors compromise the quality of service by resorting to bad language and lack of respect to commuters. Conductors resolve to being rude and rough to commuters especially when boarding and disembarking daladalas. This would be to maximize all time available to make more trips, without considering the welfare of the commuters, especially those with babies, old aged and disabled.  These challenges affect the quality of service offered by the transportation sector.
[bookmark: _Toc356417646][bookmark: _Toc365200734][bookmark: _Toc239297368][bookmark: _Toc239300259][bookmark: _Toc239311541]4.10	Management of Daladalas
90% of daladala owners lack formal transport management skills and do not have proper maintenance facilities or programs. 10% of the owners have management skills or knowledge about transport management.  Vehicle maintenance for minor repairs is carried out at the backyard after a persistence outcry of the driver on the vehicle fault. Major repairs are undertaken at external workshops the majority of which belong to friends. Sub standard parts are fitted on the vehicles thereby compromising the effective performance of the vehicles.  These challenges will result in accidents which could be afforded, numerous breakdown and inconveniences to commuters if proper maintenance was carried out in the first place.

[bookmark: _Toc356417647][bookmark: _Toc365200735][bookmark: _Toc239297369][bookmark: _Toc239300260][bookmark: _Toc239311542]4.11	Quality of Roads 
Quality of roads has a paramount effect on delivery of quality service. Good road infrastructure determines the level of transport quality and accessibility in the city.  The design of most roads does not match with rapid increases in traffic volume. Other road related problems include inadequate parking spaces; illegal parking at the curbside and parking spaces not marked, lack of maintenance and room for future expansion; lack of modern bus terminals.

The inadequate physical planning and poor implementation of master plans when coupled with lack of enforcement of urban bylaws have a negative impact on mobility and accessibility. This is true in most parts of the urban areas, especially in unplanned urban settlements. Some residential areas are inaccessible due to inadequate and poorly maintained infrastructure. Table 4.2 shows the condition of the road network found in the three Dar es Salaam municipalities.
[bookmark: _Toc356417648][bookmark: _Toc356680263]           
[bookmark: _Toc239312149]Table 4.2: Dar es Salaam Municipality Area Distribution
	Municipality
	Land Mass Area (km2)
	Percent

	Ilala
	210
	15

	Kinondoni
	531
	38

	Temeke
	652
	47

	Total
	1.393
	100


Source: D. Mfinanga (2012)

Dar es Salaam roads have a total length of 2,094 km out of which 494 km (24%) are under the supervision of Tanzania National Roads Agency (TANROADS) while 1,600 km (76%) are under the supervision of the Dar es Salaam municipalities. (Mfinanga, 2012) According to Table 4.2, each of the three municipalities has an obligation of maintaining roads that are in its area of jurisdiction (with the exception of trunk and arterial roads).

[bookmark: _Toc239312150]Table 4.3: Dar es Salaam Road Network
	
Supervising authority
	
Length (km)
	Surface Type

	
	
	Paved
	Gravel
	Earth

	TANROADS
	494.3
	211.4
	        282.9

	Ilala 
	429.0
	132.0
	80.0
	217.0

	Kinondoni
	692.7
	114.7
	315.3
	262.7

	Temeke
	478.4
	67.0
	         411.4

	Total
	2,094.4
	525.1
	      1,569.3


Source: D. Mfinanga (2012)
As evidenced from Table 4.3, with a total of 2,094.4 km of road network in three municipalities, only 525.1 km is paved, and a total of 1,569.3 km is gravel and 479.7 km is earth.  The above scenario reflected that a total of the majority of the roads are gravel and earth which are easily damaged especially during the rainy season resulting in poor road infrastructure.  This in turn, will greatly affect the mechanical conditions of daladalas, the services offered will be generally poor, unsafe, lacking efficiency and professionalism.  

[bookmark: _Toc356417650][bookmark: _Toc365200736][bookmark: _Toc239297370][bookmark: _Toc239300261][bookmark: _Toc239311543]4.12	Observation 
[bookmark: _Toc356417651][bookmark: _Toc365200737]Both non-participant and participant observations were employed in line with Yin (2003)’s recommendations.  Non-participant observation was thoroughly carried out by strolling in different parts of the city, sitting at bus stops and observing the public transport conditions and behavior of users and operators.  Participant observation was done by the researcher using public transport.  These observations paved way for a narrative explanation.  

[bookmark: _Toc239297371][bookmark: _Toc239300262][bookmark: _Toc239311544]4.13	Passengers 
Every system needs all stakeholders’ active involvement. Urban public transport system like any other systems needs all stakeholders’ participation. Passengers are one of the stakeholders of the urban transportation system and have a role in the quality of public transportation service. Commuters on the other hand need to organize themselves especially on main terminus to wait in a queue. Nevertheless, passengers are passive participants in the system. Passengers’ concerns are not put forward with a stronger voice to trigger change in the quality of service delivery. 
In addition, passengers have to be aware of their rights and responsibilities in the public transport system. If the passengers are not conversant with their rights and liabilities, they may violate others safety, this also compromises the quality of transport service. 

[bookmark: _Toc356417652][bookmark: _Toc365200738][bookmark: _Toc239297372][bookmark: _Toc239300263][bookmark: _Toc239311545] 4.14	Alternative Modes of Transportation in Dar es Salaam
[bookmark: _Toc356417653][bookmark: _Toc356680265]Alternative modes of transport have huge contribution to the quality of transport service. Alternative modes of transport might be walking (pedestrian), bicycle, motorcycle, railway, three wheelers and private vehicles. Quality of service depends on passengers’ preference on the modes of transport. With more alternative modes of transport available for passengers, their satisfaction also increases.  In addition, alternative modes of transport have significant contribution on accessibility, affordability and safety.  Multiple modes of transport give an opportunity for passengers to choose. Multiple modes of transport maximized traffic speed, minimized congestion, and reduced crowded and accidents. Besides, it also improves the quality of service by enhancing passengers’ satisfaction. However, in Dar es Salaam, urban passengers depend mostly on road transport.

Table 4.4, showed the commuters’ responses regarding the overall satisfaction on quality of service provided by transporters.  With regards to the relationship between commuters and operatives, 84% of commuters were not satisfied and less satisfied with conductors’ abusive language, poor hygiene conditions of the buses and filthiness of crew uniforms.   Only 1% and 15% of commuters rated conductors’ manners and appearance as satisfied and neutral. 
[bookmark: _Toc239312151]Table 4.4: Commuters Responses on the Level of Satisfaction
	Perception
	Very Satisfied
	Satisfied
	Neutral
	Less Satisfied
	Not Satisfied

	Routing
	1%
	11%
	25%
	27%
	36%

	Operating hours 
	5%
	10%
	33%
	18%
	34%

	Fare
	5%
	12%
	21%
	22%
	40%

	Travel speed
	2%
	8%
	40%
	18%
	32%

	Waiting time at the bus
	1%
	11%
	25%
	27%
	36%

	Onboard comfort
	3%
	2%
	14%
	17%
	64%

	Driver driving behavior
	0%
	3%
	33%
	28%
	36%

	Conductors manners and appearance
	0%
	1%
	15%
	28%
	56%


Source: (Researcher)

Onboard comfort, 64% of commuters were not satisfied and 17% were less satisfied compared to 3% very satisfied, 2% satisfied and 14% neutral. Commuters felt that overloading of buses especially during peak hours were leading to inadequate air circulation due to poor ventilation, pick pocketing and very difficult for people with disabilities.  64% of commuters were not satisfied and less satisfied with the driving behavior of drivers and only 3% were satisfied and 33% neutral.  With respect to routing, 63% of commuters were not satisfied and less satisfied, whereas 1% was very satisfied, 11% satisfied and 25% neutral. Non-compliance of rules and regulations and exhibition of irresponsible behavior such as routes shortening, illegal route shifting, overloading contributed to challenges faced by transport sector.  To overcome these challenges which compromise the quality of service, strict measures should be implemented and introduction of customer care training programs for both drivers and conductors.  
Table 4.5 revealed the commuters’ perceptions with regard to the challenges faced by transportation sector in failure to provide quality service. With regard to corruption among traffic police, 82% strongly agree and agree that corruption was rampant compared to 9% who strongly disagree and disagree that there was no corruption among traffic police and 9% neutral.

[bookmark: _Toc239312152]Table 4.5: Responses by Commuters on Causes of Challenges Facing Transporters
	Perception
	Strongly agree
	Agree
	Neutral
	Disagree
	Strongly disagree

	Poor regulation
	46%
	19%
	17%
	12%
	6%

	Poor infrastructure
	53%
	27%
	15%
	3%
	2%

	Poor driving behavior
	44%
	29%
	18%
	5%
	4%

	Poor maintenance of vehicles
	41%
	35%
	15%
	5%
	4%

	Corruption among traffic police
	53%
	29%
	9%
	4%
	5%

	Poor management of public transport companies
	39%
	32%
	16%
	6%
	7%

	High operational costs
	28%
	23%
	24%
	17%
	8%

	Poor remuneration for bus conductors and drivers
	54%
	20%
	15%
	5%
	7%

	Poor customer service by bus conductors
	48%
	27%
	18%
	4%
	3%

	Lack of awareness on public transport policy
	56%
	23%
	12%
	5%
	4%


Source: (Researcher)

Corruption among traffic police is causing innumerable problems to commuters, due to failure by the responsible authorities to fulfill their duties in a professional manner. With respect to lack of awareness on public transport policy, 75% of commuters strongly agree and agree that it contributed to the challenges, compared to 9 % who strongly disagree and disagree that it was not a contributory factor and 12% neutral.  80% of commuters strongly agree and agree that poor infrastructure contributed to poor quality of service, 5% strongly disagree and agree whereas 3% were neutral. 

[bookmark: _Toc239312153]Table 4.6: Responses of Commuters on Quality of Service Offered by Transporters
	Perception
	Not Satisfied
	Less Satisfied
	Neutral
	Satisfied
	Very Satisfied

	Reliability
	26%
	29%
	30%
	10%
	5%

	Accessibility
	22%
	34%
	31%
	12%
	1%

	Efficiency
	40%
	24%
	31%
	4%
	1%

	Affordability
	38%
	20%
	36%
	3%
	3%

	Convenience
	63%
	26%
	7%
	1%
	3%


Source: (Researcher)

The responses gathered revealed that 89% of commuters were not satisfied and less satisfied on the convenience of the transport service, 4% were very satisfied and satisfied and 7% were neutral.  With respect to efficiency, 64% were not satisfied and less satisfied with the efficiency of the transport system, 5% were very satisfied and satisfied whereas 31% were neutral. Poor road infrastructure, bad driving, among others, and also compelled by poor planning of residential areas resulted in narrow roads. Poor maintenance of vehicles led to numerous breakdowns and inconveniences to commuters.  The government should take stern measures in dealing with traffic police officers who are found to be on the wrong side of law.  Commuters were complaining bitterly about the way daladalas were cutting routes at their expense. On the other hand, the culprits are barely fined for their offences. 

Responses to the question on what measures have been taken by the government and other stakeholders to address transport challenges, 65% of respondents felt that the government and the responsible stakeholders were widening and refurbishing road infrastructure but at a very slow pace. Most roads are full of pot holes and are only repaired when the roads are badly damaged. The government has introduced BRT which is underway to ease traffic congestion. Lack of strict law enforcement by the authorities on culprits of road offenders was cause for concern. SUMATRA has time and again introduced new routes. The introduction of the railway facility has slightly eased the traffic congestion. Plans of building flyover bridges are on the drawing board.  20% of respondents felt that the government should be responsible for public transportation not to leave it to private individuals to manage.  It is crucial for the economy to have a viable transport system, hence, the government and the relevant stakeholders should find ways of implementing strategies to revamp the system. 15% felt that the government has not done something so far worthwhile to mention to improve the quality of service.

The government and other stakeholders should conduct seminars and training sessions to make the public aware of the rules and regulations of transportation system.  Different types of publications should be used in order to spread the information widely through the media and social networks to conscientise the public. 
[bookmark: _Toc365200739][bookmark: _Toc239297373][bookmark: _Toc239300264][bookmark: _Toc239311546]CHAPTER FIVE
[bookmark: _Toc356417657][bookmark: _Toc365200740][bookmark: _Toc239297374][bookmark: _Toc239300265][bookmark: _Toc239311547]5.0  SUMMARY, CONCLUSION AND RECOMMENDATIONS

[bookmark: _Toc356417658][bookmark: _Toc365200741][bookmark: _Toc239297375][bookmark: _Toc239300266][bookmark: _Toc239311548]5.1	Introduction 
This study has addressed the research question, Challenges facing transport sector in providing quality service to the society - Case of Public Transport Sector in Dar es Salaam.  In addressing this research question, different perspectives of transport challenges were examined within the transport sector.

[bookmark: _Toc356417659][bookmark: _Toc365200742][bookmark: _Toc239297376][bookmark: _Toc239300267][bookmark: _Toc239311549]5.2	Summary of the Main Findings
In Tanzania, as well as in other developing countries were research on urban public transport has been undertaken, it was revealed that the main transport challenges were caused by the fact that public transportation sector is privately owned. This created a scenario where it proved impossible to maintain a uniform standard of management of operation. Many operators entered into transport business as a means of survival instead of an ongoing business.  Without access to financial institutions, the majority use their limited resources to operate the business. This negatively affected the growth of the industry because of capital constraints which limited their capacity to acquire quality, brand new and large capacity buses. 

With the rapid urban population growth, the current infrastructure is unable to cope with the high demand of services by the commuters. The road infrastructure was meant to cater for a number of vehicles, but now the vehicles are more than what the infrastructure can accommodate, this has resulted in road damages. The available urban transport is below the capacity to satisfy the commuters’ needs and thereby end up producing mediocre services.  This is evidenced by the unavailability of basic infrastructure like bus terminus sheds. Lack of space to widen the existing road infrastructure has immensely contributed to the ever increasing congestion of the roads.

The study also revealed that the majority of bus owners did not have formal training in transport management and lacked experience. This challenge results in poor delivery of service. 

Without investing in training and educating drivers and conductors on customer care, interaction between the daladala crews and the commuters will never change and gaps will increase. On the other hand, owners should provide better packages for their workers and improve their working conditions.  With better packages, training and education, non-compliance of rules and regulations and the exhibition of irresponsible behaviour such as shortening routes, overloading, bad language will be reduced because of improved working conditions and attractive remuneration. Daily cash target setting should be eliminated at all costs.

The study revealed that uncontrolled urban expansion problem, that is, the mushrooming of unplanned and unorganized buildings and houses structures in Dar es Salaam has resulted in an "urban sprawl" devastating the landscape that has brought about more problems than benefits.  Construction of proper road infrastructure which includes sewerage, electricity installation, will result in the government using more resources to put such infrastructure by demolishing the unplanned structures. 

According to D. Mfinanga (2012), the road network in Dar es Salaam for Tanzania National Roads Agency, and the three municipalities, namely, Ilala, Kinondoni and Temeke showed that a total of 525.1 kms is paved, 1,569.3 kms is gravel and 479.7 kms is earth.   This clearly reflected that the majority of the road infrastructure is gravel and earth respectively.  The roads, with the increase in traffic are easily damaged because of their poor condition.  It should be noted that during the rainy season, the roads are greatly affected and easily damaged.  

Looking at the modal split of the public transport within Dar es Salaam, the study showed that 88% of the commuters commute daily, 9% on weekdays and 3% on weekend.  Despite the poor service delivery commuters use public transport often. The results were highly in accordance with the findings of Kanyama et al (2004) who measured daladala use rates across neighborhoods in Dar es Salaam.  The results showed that public commuters almost entirely use daladalas shown by 90% at Kawe, Illala 97%, Mbagala 98% Mikotcheni 77%, Kurasini 96% and Tabata 96%. 

The increase in demand for public transport and the failure to meet this demand, will result in problems of long commuting time endured by the commuters, overloading of the buses and traffic congestion resulting in poor quality service to the commuters.  Loss of precious production time needed for the economy to prosper.

It is clear on the SERVQUAL results that there is a gap between the commuters’ expectations and quality of service provided by transporters. The research findings highlight that SERVQUAL indentified key service quality shortfalls.  This is a more than sufficient yardstick to measure the service quality in the transport sector. 

The study dwelt on the challenges faced by commuters. Questionnaires revealed that commuters that are aware of the numerous challenges they encounter within the transport sector.  On the other hand, commuters felt that the government has not addressed most of the problems, thereby compromising the quality of service.

[bookmark: _Toc356417660][bookmark: _Toc365200743][bookmark: _Toc239297377][bookmark: _Toc239300268][bookmark: _Toc239311550]5.3	Conclusion
It can be concluded from the study that with the introduction of BRT, when fully implemented will tremendously improve the quality of service and reduce traffic congestion.  Nevertheless, some shortcomings have been identified that limit the contribution of the system in its effort towards creating a sustainable urban mobility system in the city.  These shortcomings include inequitable distribution of services across population groups and an increase in unplanned urban population as this will continuously burden the already overstaffed transport system. Slow implementation of BRT is hindering the progress of the system.  These loopholes need to be dealt with in order to fully realize the results of the system. 

Although the government and the relevant authorities are improving the road infrastructure, the pace is slow and there is urgent need to seriously change and implement new rules and regulations which take into account the changing environment and technology if improvement is to be achieved in providing quality service.  In order to reduce the high rate of accidents caused by human error which account for 80%, stern punishment should be given to law breakers to deter others from being careless drivers. With the current lenient punishment the situation will keep worsening, resulting in high loss of life. To overcome the transport challenges the government must invest more resources in public transport 

[bookmark: _Toc356417661][bookmark: _Toc365200744][bookmark: _Toc239297378][bookmark: _Toc239300269][bookmark: _Toc239311551]5.4	Recommendations
[bookmark: _Toc365200745][bookmark: _Toc239297379][bookmark: _Toc239300270][bookmark: _Toc239311552]5.4.1	 Recommendations to the Government 
In order to improve the existing transport challenges, the government should:
(i) Seriously consider setting aside resources as compensation for relocation of population residing close to the roads to create way for widening the roads. The longer the government delays the implementation of the programme, the more expensive it will be in future as this seems inevitable;

(ii) Install street lights for safety of commuters and service providers. Lack of proper street lights makes it impossible for drivers to notice the road signs and will increase the rate in road accidents;

(iii) Either fully own the public transport sector or enter into partnership with a private company whereby the government will have majority shares. This will result in efficient transport services as the quality of public vehicles will be monitored regularly. Public transport being privately owned creates challenges within the industry as it will be impossible to have uniformity of services rendered;

(iv) Ensure that traffic signals are optimized to deal with traffic flows as these changes over time. It should be the first task of a traffic management agency to adjust signal timings to match traffic demand;
(v) Supply the Traffic Police with the necessary equipment and facilities to carry out their tasks. Much can be done with a small team of Traffic Police to enforce road safety on related topics (e.g. brakes, tyres, parking) in addition to alcohol testing and speeding;

(vi) Adopt transport planning procedures which ensure that all transport investments are evaluated impartially, prioritized and targeted within national budgets and that transport policies and measures are economically, financially, operationally and environmentally sound, are sustainable and form a realistic implementable programme. This should include investment in comparatively inexpensive improvements in the environment for pedestrians and cyclists;

(vii) Improve the safety and security of road-based transport by effective enforcement of regulations. Traffic management cannot be implemented, enforced or play its full role in transport strategy without the necessary supporting legal structure. This should be provided in order to implement and enforce effectively powers for, traffic regulations, charges for parking, and stiff penalties for violation of traffic regulations.  Currently, the levels of fines for contravention of traffic regulations in Dar-es-Salaam are pathetic and act as no deterrent to driver;

(viii) Adopt innovative policies for financing transport sector including involvement of private sector participation in the supply and operation of transport services. Relevant authorities in Dar-es-Salaam should introduce parallel physical and economic restraints on private transportation and the revenue should be used to support the investment in infrastructure for public transportation;
(ix) Construct infrastructure such as bus terminus with sheds, toilets with proper lighting and provide necessary security. Commuters are at a disadvantage especially during rainy season due to lack of sheds to cover themselves from the rain. Terminals and bus stop environment should be clean, accessible and safe;

(x) Install traffic lights on major junction in order to reduce accidents and confusion especially during peak periods. This will tremendously reduce traffic congestion as the traffic will flow easily; and

(xi) Make provision for both cyclists and pedestrian lanes. Presently, most roads do not have these facilities. Accidents among motorists and cyclists are on the increase due the fact they all share the same roads.

[bookmark: _Toc356417662][bookmark: _Toc365200746][bookmark: _Toc239297380][bookmark: _Toc239300271][bookmark: _Toc239311553]5.4.2    Recommendations to the Public Transport Owners
Public Transport Owners should take note of the following recommendations:
(i) [bookmark: _Toc357595700][bookmark: _Toc356417663]Public transport owners should regularly service their vehicles. Preventive maintenance could improve performance of the vehicles thereby extending the operational life span; 

(ii) Drivers should be taught not just the technical skills to pass the driving test but also social and psychological skills required to be safe and responsible professional drivers.  Social and psychological skills will enhance customer satisfaction, comfort and more at ease;
(iii) Training programmes for drivers and conductors on customer care should be implemented and conducted regularly in order to change crew members’ behaviour towards commuters and other road users. This will create a favorable atmosphere between commuters and the daladala crew in particular and other road users in general.
(iv) Persuade drivers and conductors from overloading passengers. Comfort of commuters and safety is essential and the bus crew should desist from overloading. However, if there is no increase in transport options, the overloading problem will be difficult to eliminate due to shortage of public transport, and 
(v) Owners and drivers should be encouraged to work within legal maximum hours to avoid overworking the drivers. Fatigue contributes to increase in accidents.  This could be achieved once transport owners have acquired management skills. 
[bookmark: _Toc365200747][bookmark: _Toc239297381][bookmark: _Toc239300272][bookmark: _Toc239311554]5.4.3	Recommendations to Commuters
Commuters are part of the transport system and therefore should also take note of the following recommendations:
(i) Organize themselves when boarding or disembarking from daladalas. Commuters should arrange themselves at bus terminals (single file line) to enable them to embark orderly. This will drastically reduce the petty theft incidents experienced by commuters daily;
(ii) Report to the traffic police on over speeding drivers.  Change in the driving behaviour of daladala drivers could be achieved once commuters take an upper hand in reporting culprits to the law enforcement agencies;
(iii) Be aware of traffic rules and regulations in order to be effective in identifying faults by both daladala drivers and conductors. Armed with the knowledge, it would be unproblematic to distinguish between those who abide or contravene the rules and regulations; and 

(iv) Desist from vandalizing road signals as this will put commuters’ lives at risk as drivers are guided by the same roads signs they destroy. 

[bookmark: _Toc356417664][bookmark: _Toc365200748][bookmark: _Toc239297382][bookmark: _Toc239300273][bookmark: _Toc239311555]5.5	Implications of the Findings 
[bookmark: _Toc356417665]The findings will provide the commuters with an insight on how transport challenges affect their travelling mobility and ways to overcome these challenges.  Having the knowledge of the problems will enable both service providers and commuters to put forward their views to the government and the responsible stakeholders on how to tackle the problems. Having noted that the transport problem is not a one man band, the overall contribution of all players, namely, the transport owners, commuters, drivers, conductors and other stakeholders should collectively be accountable for addressing the pressing issues regarding transport challenges. 

The transport owners, having identified the major challenges affecting their operations, and being conversant with the transport challenges, will endeavour to achieve their goals by ensuring that all key stakeholders, such as, SUMATRA, City Council, Municipalities, Traffic Police and Ministry of Works play their roles by addressing the problems effectively.  The problems that are associated with poor quality services, among others, are poor road infrastructure, lack of proper vehicle maintenance, poor working conditions and remunerations for the buses crew. 
Commuters, once they have the knowledge to identify transport challenges they encounter on a daily basis, they will be more outspoken and focused on what changes are to be done in order to improve the quality of services.  The role of commuters will change from being spectators to participants and change will prevail. 

Without the active involvement of the government and the major stakeholders in addressing the transport problems, nothing can be achieved to turnaround the present transport challenges in Dar es Salaam.  Rules and regulations regarding the transportation sector should be done in consultation with the commuters.   Realization by all concerned stakeholders that transport challenges are indisputable, will give a new clear concept on how the problems should be solved. This will bring a new focus on how best the problems should be dealt with for the benefit of the transport owners, commuters, the government and key stakeholders.  From previous studies on public transport challenges in Dar es Salaam, it clearly highlights that problems have been identified before but not yet fully addressed.   

[bookmark: _Toc365200749][bookmark: _Toc239297383][bookmark: _Toc239300274][bookmark: _Toc239311556]5.6	Limitations of the Study
Based on the experience gained during the research, the study could have assumed better results if questionnaires had been replaced by face to face interviews.  Most of the questionnaires were in Kiswahili, that enabled collection of data from all educational levels. This is basically due to the level of illiteracy and confusion observed on site.  Some of the respondents struggled even to understand the questions and in ticking the right box.  Those questionnaires wrongly completed were excluded from the analysis. Collection of data was difficult as the questionnaires were translated into Kiswahili and vice versa. Securing appointments with the relevant authorities was an uphill task as some officials appeared reluctant to help. 

Language barrier was a major setback as the author is not a Kiswahili speaker; hence, it was also difficult for her to fully understand the inner feelings of the respondents.  To overcome this problem the researcher sought the assistance of a translator.

[bookmark: _Toc356417666][bookmark: _Toc365200750][bookmark: _Toc239297384][bookmark: _Toc239300275][bookmark: _Toc239311557]5.7	Suggestions for Further Study
Evidence gathered from the study suggests that a larger population research is necessary in order to come up with more balanced results.  The study should include other major urban cities as well as long distance operators to have a wider scope and an insight of transport problems faced by the commuters.
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I am a student at the Open University of Tanzania (OUT). I have prepared this questionnaire for the purpose of collecting data on my research study titled: “Challenges Facing Public Transport Sector in Offering Quality Services to the Society: Case Study of Public Transport in Dar es Salaam”. Your participation in this study is highly regarded and will help to make the study successful. 


QUESTIONS:

1.	Gender
(a)    Male
(b)    Female

2.	Age profile
(a) 18-25 years
(b) 26-35 years
(c) 36-45 years
(d) 46 years and above

3.	For how long have you been using public transport?
(a) 	0-1 year 
(b) 	1-5 years
(c) 	6 years or more 
      
4.	How frequent do you use public transport? 
(a) 	Every day
(b) 	Weekdays 
(c) 	Weekends 
5.	What is your level of satisfaction with the following aspects of public transport in Dar es Salaam?
	Perception

	Very satisfied
	Satisfied
	Neutral
	Less Satisfied
	Not satisfied

	Routing
	
	
	
	
	

	Operating hours 
	
	
	
	
	

	Fare 
	
	
	
	
	

	Travel speed
	
	
	
	
	

	Waiting time at the bus
	
	
	
	
	

	Onboard comfort
	
	
	
	
	

	Driver driving behaviour  
	
	
	
	
	

	Conductors manners and appearance 
	
	
	
	
	



6.	What is your level of satisfaction with the following aspects of public transport service quality in Dar es Salaam?

	Perception

	Very satisfied
	Satisfied
	Neutral
	Less Satisfied
	Not satisfied

	Reliability
	
	
	
	
	

	Accessibility 
	
	
	
	
	

	Efficiency 
	
	
	
	
	

	Affordability 
	
	
	
	
	

	Convenience 
	
	
	
	
	




7.	In your opinion, which of the following challenges face public transportation sector in Dar es Salaam?

	Perception

	Strongly agree
	Agree
	Neutral
	Disagree
	Strongly disagree

	Poor regulation 
	
	
	
	
	

	Poor infrastructure 
	
	
	
	
	

	Poor driving behaviour 
	
	
	
	
	

	Poor maintenance of vehicles 
	
	
	
	
	

	Corruption among traffic police 
	
	
	
	
	

	Poor management of public transport companies 
	
	
	
	
	

	High operational costs 
	
	
	
	
	

	Poor remuneration for bus conductors and drivers  
	
	
	
	
	

	Poor customer service by bus conductors
	
	
	
	
	

	Lack of awareness on public transport policy
	
	
	
	
	




8.	How do the challenges mentioned in Question 7 above affect the quality of public transport services in Dar es Salaam?
______________________________________________________________
______________________________________________________________
______________________________________________________________
______________________________________________________________
______________________________________________________________
9.	What measures have been taken by the government and other stakeholders to address the challenges facing public transport sector and the issue of poor quality of public transport services? 
______________________________________________________________
______________________________________________________________
______________________________________________________________
______________________________________________________________
______________________________________________________________

10.	In your opinion, what measures should be taken to address the challenges facing public transport sector and the issue of poor quality of public transport services? 
______________________________________________________________
______________________________________________________________
______________________________________________________________
____________________________________________________________________________________________________________________________
_____________________________________________________________

Thank you for participation
Your cooperation is highly appreciated
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KIAMBATISHO 1:  MASWALI KWA WATUMIAJI USAFIRI WA UMMA 

Mimi ni mwanafunzi  wa  Chuo Kikuu cha Open University (OUT).  Nimetengeneza maswali haya kwa nia ya kukusanya maoni kwa utafiti wangu unaitwa: “Matatizo Yanayokabili Usafiri wa Umma katika Kutoaji wa Huduma”: Changamoto hizi katika Usafiri wa Umma Dar es Salaam”.  Ushiriki wako wa utafiti huu utaheshimiwa na utasukuma sana kusaidia utafiti kufaulu.

MASWALI:

1.	Jinsia
(a) Mwanamume
(b) Mwanamke

2.	Umri
(a) Miaka  18-25
(b) Miaka 26 – 35
(c) Miaka  36- 45
(d) Miaka  46 na kuendelea

3.	Kwa muda gani umekuwa ukitumia usafiri huu wa Umma?
(a) Mwaka 0 – 1
(b) Mwaka 1 – 5
(c) Miaka 6 na kuendelea

4.	Unauona usafiri  huu  baada ya muda gani? 
(a) Kila siku
(b) Siku za wiki
(c) Mwisho wa wiki

5.	Ni kiwango gani cha kuridhisha kufuatana na usafiri huu wa Dar es Salaam?
	Mategemeo yatokanayo huduma

	Unaridhisha sana
	Unaridhiasha
	Katikati
	Hauridhishi sana
	Hauridhisha kabisa

	Uondokaji
	
	
	
	
	

	Masaa ya kufanyakazi 
	
	
	
	
	

	Nauli
	
	
	
	
	

	Mwendo wa Usafiri
	
	
	
	
	

	Muda wa kungojea basi
	
	
	
	
	

	Raha ndani ya basi
	
	
	
	
	

	Mwenendo wa uendeshaji  wa dereva   
	
	
	
	
	

	Tabia ya kondakta na muonekano wake 
	
	
	
	
	




6.	 Ni kiwango gani cha kuridhisha kufuatana na ubora wa usafari wa uma Dar es Salaam?
	Mategemeo yatokanayo na huduma

	Unarishisha sana
	Unaridhisha
	Katikati
	Si wa kuridhisha
	Si wa kuridhisha kabisa

	Ni wa kuaminika
	
	
	
	
	

	Upatikanaji wake
	
	
	
	
	

	Ni wa haraka
	
	
	
	
	

	Unakuwa wa kumudu malipo
	
	
	
	
	

	Unakuwa wa raha
	
	
	
	
	






7.	Kwa maoni yako ni changamoto zipi zinazokabili usafiri wa Umma Dar es Salaam?
	Majukumu ya uendeshaji magari

	Nakubali kabisa
	Nakubali
	katikati
	Sikubali
	Sikubali kabisa

	Sheria mbovu 
	
	
	
	
	

	Miundombinu mibovu 
	
	
	
	
	

	Uendeshaji usio wa uangalifu 
	
	
	
	
	

	Matengenezo mabovu ya magari 
	
	
	
	
	

	Rushwa kwa polisi wa usalama barabarani 
	
	
	
	
	

	Utawala mbovu wa uendeshaji wa usafiri wa Umma 
	
	
	
	
	

	Gharama kubwa za uendeshaji 
	
	
	
	
	

	Usafi na umakini ni mbovu wa madereva na makondakta 
	
	
	
	
	

	Huduma mbovu za makondakta
	
	
	
	
	

	Ukosefu wa uangalizi wa sheria kwa usafiri wa Umma
	
	
	
	
	




8.	Ni changamoto zilizotajwa katika Swali la 7 hapo juu zinaathiri ubora wa usafiri wa umma Dar es Salaam.
__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

9.	Ni hatua gani zilizochukuliwa na serikali na wadau wengine wa usafiri kuelezea umma kuhusu changamoto za ubovu wa ubora wa usafiri wa Umma Dar es Salaam?
__________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________


10.	Kwa maoni  yako, ni hatua gani zilizochukuliwa kuufahamisha umma changamoto zinazokabili usafiri wa umma na suala la ubora wa huduma za usafiri wa umma?
________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________


Asante sana kwa kushiriki.
Shukrani nyingi kwa ushirikiano wako
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1. One of the responsibilities of SUMATRA is to ensure quality public transport, what is your comment on the current situation in regard to quality of public transport provided to commuters?

2. How do you evaluate the quality of service of public transport?

3. To what extent is public transport complying with the rules and regulations of safety to commuters?

4. With regard to the level of air pollution/gas emissions by public transport, is it within the accepted levels? If not what measures are to be taken to control the high level of emission?

5. What could be the major causes of high level of pollution?

6. Is there any mechanism in place to test the level of toxic emissions by public transport?

7. What are the challenges faced by SUMATRA in achieving its objectives for public transporters to provide quality of services to commuters?

8. What is the accepted level of noise for public transport?

9. Safety to commuters is of paramount importance, what is SUMATRA doing to achieve this?
10. What is your comment regarding the road infrastructure and its consequences to quality of service?

11. Providing quality of service is not a one man band, it is a combination of efforts by various stakeholders, what mechanism is in place to tackle the obstacles faced in order to provide quality service?
12. How many daladalas are registered with SUMATRA?

13. As the regulatory authority, do you experience complaints from commuters regarding public transport especially daladalas for not following the designated routes?

14. From the survey I have carried out on commuters, they feel that daladala conductors are rude and that driver and conductors are not smartly dressed, who is responsible to oversee their wellbeing?

15. From the same survey, commuters are complaining that the increase in fares do not tally with the quality of service offered? Buses are overcrowded and seats not comfortable? What is your comment?

16. With the introduction of the BRT system, how could that improve the quality of service and reduce traffic congestion in Dar es Salaam?

17. Roadworthiness of public vehicles is important in order to reduce accidents, are there any spot checks of the vehicles within the one year period of the issuance of certificate?
[bookmark: _Toc239312895]Appendix  IV: Questions for Traffic Police

1. On average, how many public transport offenders do you arrest/fine in a month?

2. Do you face any speeding problems with public transport providers?

3. What are the main causes of public transport accidents and their statistics?

4. Do transport operators always use their allocated routes?

5. On major junctions where there are no traffic lights, for example corner Old Bagamoyo Road and Mwai Kibaki Road (Zantel Junction), Kawawa Road  and Lind Road (Machinga Complex), (Sam Nujoma and University Road) the traffic situation is chaotic most of the time, what in your opinion should be done to address this problem?

6. Do public transporters have all the required documentation and emergency equipment to operate, for example, road worthiness certificate, vehicle insurance, driver’s licence, fire extinguisher?

7. Are there sufficient and eligible road signs?

8. During peak hours there is terrible commotion when commuters boarding daladalas and those disembarking force their way in and out of the buses, what could be done to address this problem?

9. What is the major crime especially with public transport?

10. Do public transport providers comply with traffic laws?

11. What are the basis of increase in traffic accidents, is it the state of vehicles or poor road infrastructure?

12. What age is eligible to drive public transport and driving experience?

13. Apart from holding a valid licence by daladala drivers, do they undergo defensive driving to sharpen their skills?

14. How often do you deal with passenger complaints if any at all?

15. What is your opinion on over-crowding in public transport? Are there no specific numbers of passengers to be carried by daladalas?

16. What are your expectations on public transport owners and users?

17. Does the law protect passengers’ interests?

18. From the research I gathered from the commuters, they feel that vehicle safety and inspection is overlooked by the traffic police. This is so because a vehicle could be impounded today and in one or two days’ time it is back on the road. What is your opinion on this observation? 

19. Are there any training and education programs for commuters to make them aware of the traffic regulations?

20. In the event that daladalas are involved in an accident, is there any compensation to the affected passengers?

21. If a daladala driver is regularly convicted in road offences, at what stage can the driver’s licence be revoked?

22. As traffic police officers, you are very conversant with the traffic problems, what are your recommendations to policy makers to improve the situation?
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