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ABSTRACT 

This study examined service quality management at the Uganda Railways Corporation (URC) 

and established the challenges faced by customers in accessing the services. Despite 

Government efforts to revamp railway transport in Uganda, service quality at URC has 

remained low. URC customers continue to raise concerns of delays, missing cargo, dilapidated 

locomotives, and mismanagement.  

The study adopted a cross-sectional and descriptive research designs involving qualitative and 

quantitative approaches. Purposive sampling technique was used to select respondents and 

primary data was collected using a questionnaire. Out of the 380 targeted participants, 379 

customers responded. Data analysis consisted of central tendency (mean scores) and dispersion 

(standard deviation) statistics.   

The study findings revealed that customers were satisfied with service reliability, 

responsiveness, and assurance at URC. Travel tickets are most of times issued in time and URC 

employees were willing to help by providing prompt feedback and responding to passengers’ 

requests. However, the train movement schedule is unreliable and passengers have to wait for 

longer hours. Customers were dissatisfied with empathy towards customers, cleanliness of the 

locomotives, seats and other facilities such as toilets.  The challenges faced by customers in 

accessing services included; delays and longer waiting hours at the station, limited payment 

and ticketing options for tickets, poor customer service, and uncomfortable waiting area and 

unclean seats and locomotives;  

The study recommends that URC trains its staff in customer service, enhances use of 

technology such as mobile money to enable quicker ticketing and payment processes and 

sharing of information with customers, adhering to train schedules, and enhancing capacity to 

cover most areas in Kampala.  
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CHAPTER ONE 

INTRODUCTION 

 

1.1 Background to the Study 

Railway as a transportation system plays a vital role in economies (Nistor & Popa, 2014), as 

it serves as the transport network for several countries’ industrialization and economic 

development (Yeboah, 2017; Pozhidaev, 2021). It carries goods and resources from 

production centres through to consumption points and also for exports. Globally, railway 

accounts for 11% of all freights (European Union, 2016). 

Service quality has become an issue of interest in the transport sector, with stakeholders 

expressing dissatisfaction with the multiple modes of transport (Jain, Korzhenevych, & Basu, 

2021). In the existing competitive environment, the survival in the transport sector increasingly 

depends on service quality. In a bid to attract new clients and maintain the current ones, 

transporters are consistently trying to provide quality service to the clients. Managers in the 

railway sector are increasingly under pressure to provide services that are customer-focused 

and ensure continuous performance improvement (Koprić, Wollmann, & Marcou, 2018; 

Kasper, Helsdingen, & Gabbott, 2006).  

Service quality is an abstract and subjective concept that differs from one individual to another 

and varies in time and location. In the railway transport sector, service quality can be defined 

as the consistent delivery of railway services to clients according to the expected standards 

(Pinnacle Advisory and Consulting Services, 2021).  On the other hand, it is the difference 

between the expected level of service and customer perceptions of the service received 

(Parasuraman, Zeithaml, & Berry, 1988). Customers can thus, assess service quality by 
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comparing the level of service they receive with their desired level of service. Therefore, 

outstanding service quality improves customer service experience (Polyakova & Mirza, 2015). 

Measuring customer satisfaction is conducted with an objective of improving the quality of 

railway services and organisation’s competitive advantage. Satisfaction encourages repeated 

use of the railway and enhances the image of the organisation. The SERVQUAL model 

provides the most reliable standardized instrument to measure service quality (Bikramjit, 2015; 

Magheswari et al., 2023; Parasuraman, Zeithaml, & Berry, 1988).  It proposes that there are 

discrepancies or gaps between what managers believe is service quality and what customers 

believe service quality is. The SERVQUAL model identifies five distinct service quality 

dimensions namely; reliability (delivering on promises), responsiveness (being willing to help), 

assurance (inspiring trust and confidence), empathy (treating customers as human beings), and 

tangibility (the service environment) (Sathyanarayana & Sreenath, 2017; Parasuraman et al., 

1988). Therefore, managing service quality is intended to streamline the five aspects stated in 

the SERVQUAL model. 

In Uganda, railway services are provided by Uganda Railways Corporation (URC). The 

Corporation was established under the Uganda Railways Corporation Act, Cap 331 to carry 

out railway services both in and outside Uganda for carriage of goods and passengers.  URC 

aims at increasing access to rail services by developing the capacity of the corporation. Its 

vision is to be a preferred freight and passenger transporter in East Africa by 2040. Currently, 

URC offers passenger train services and logistics for imports and exports. URC operates 

passenger trains between Kampala to Namanve and Port Bell offering seamless, affordable and 

reliable services. The passenger train offers four trips daily from Namanve to Kampala with 

stops in Nakawa, Spedag, Kireka, and Nambole during working days. URC’s Railway network 

operates from Mombasa to Kampala via Malaba (Northern Corridor), from Kisumu to Kampala 
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and Jinja Pier through Lake Victoria and from Dar es Salaam to Kampala via Port Bell over 

Lake Victoria (See Appendix 1).  

The URC’s main goal is to create a positive impact by providing better services to its clients. 

However, reports indicate that URC clients get less than what they expect in terms of service 

quality. Customers have raised issues of delays as per the travel schedule resulting in longer 

waiting hours, delays of cargo, goods missing while in transit, dilapidated locomotives, and 

issues of mismanagement such as termination of employee contracts under unclear 

circumstances resulting into employee dissatisfaction (URC, 2021; Lubega and Anor v Uganda 

Railways Corporation, 2004; Natukunda, 2021; URC, 2022; Matovu, 2023).  

In her experience with the URC passenger services, Natukunda (2021) comments that “at 

almost 5pm only six passengers had arrived and I raised my concerns to inspector who seemed 

unbothered by turn up and the time of departure”.  URC on its twitter handle can also be seen 

to apologize for the delays and states that “to our esteemed clients, we apologise for the delay 

yesterday. Today, 9804 is ready to give you the smooth ride home” (URC, 2022). The other 

concerns highlighted by clients are delays of cargo and goods missing while in transit. For 

instance, in the case of Lubega and Anor vs Uganda Railways Corporation (2004), the High 

Court of Uganda found that URC failed to deliver or convey goods it was transporting to the 

plaintiff and was therefore liable for the missing goods. Given the above service quality gaps 

and the significance of  service quality to competiviteness, URC may need to assess its service 

quality , identify the challenges and develop strategies for its improvement. 

1.2 Problem Statement  

The Uganda Railways Corporation’s role is to run a safe, reliable and efficient railway, serving 

customers and communities. The Government has made deliberate efforts to revamp railway 

transport in Uganda, such as recapitalization of URC to rehabilitate the railway system. 
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Consequently, URC has educated staff on its mandate and objective, nurtured communication 

and collaboration among employees, and provided opportunities to ensure employees know 

their contributions matter (MoWT, 2021). Despite these efforts, service quality has remained 

low. There is limited railways network coverage, with most industrial areas and households 

having no access to railway services. For instance, of the 1,270 km of metre gauge line railway 

network, only 330 km (33%) is operational (NPA, 2020), and the passenger trains only operate 

between Kampala and Namanve and Port Bell (URC, 2022). Three of the four mainline 

locomotives are active at a given time, with an average availability of about 40%, and less than 

half of the wagons were available on the network in 2019 (NPA, 2020). In addition, the 

customers of URC have raised issues of delays as per the travel schedule resulting in longer 

waiting hours, delays of cargo, goods missing while in transit, and dilapidated locomotives 

resulting into customer complaints about the quality of service provided by the Uganda 

Railways Corporation (URC, 2021; Lubega and Anor v Uganda Railways Corporation, 2004; 

Natukunda, 2021; URC, 2022; Matovu, 2023). It is against this that the researcher found it 

imperative to assess the service quality at the Uganda Railways Corporation. 

1.3 Purpose of the study 

The purpose of this study was to assess service quality management at the Uganda Railways 

Corporation. 

1.4 Objectives of the study 

The objectives of the study were; 

i. To examine the determinants of service quality at the Uganda Railways Corporation. 

ii. To establish the challenges faced by customers in accessing Uganda Railways 

Corporation services. 
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iii. To suggest strategies to improve service quality at the Uganda Railways Corporation. 

1.5 Research questions 

(i) What are the determinants of service quality at the Uganda Railways Corporation? 

(ii) What challenges are faced by customers in accessing Uganda Railways Corporation 

services? 

(iii) What strategies can be used to improve the quality of services delivered at the Uganda 

Railways Corporation? 

1.6 Scope of the study 

The study focused on assessing the quality of service delivery at the Uganda Railways 

Corporation. It also identified the challenges faced and suggested practical strategies to 

improve service delivery at the Corporation. 

In terms of geography, the study was carried out at the Uganda Railways Corporation on 

Kampala- Namanve route where railway transport is regularly used by passengers. This is 

because it’s the only agency charged with the mandate of developing and providing railway 

transport services in Uganda.  

In regard to the time scope, the study was conducted over a period of six months between 

January and June 2023. This period enabled the researcher to gather coherent information from 

the respondents. It also considered recent developments in the railway sub-sector in the last 

five years to capture the recent events. 
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1.7 Significance of the study 

The study findings will provide the leadership of Uganda Railways Corporation and the 

Ministry of Works and Transport with an in-depth understanding of service quality and provide 

reliable information for effective decision-making. This will help policymakers such as 

Ministry of works and Transport officials and Parliamentarians adopt more realistic policies to 

improve quality of services delivered in the works and transport sector and provide an excellent 

experience for the researcher. 

The study results will also guide in the reorganization of URC operations as the government 

seeks to streamline the operations of the different agencies under the Ministry of Works and 

Transport.  

The research findings will enable the management of URC to establish a customer complaints 

system and ensure timely response to individual customer concerns. 

The study findings will help the management of URC to find out the key challenges faced by 

customers and implement appropriate strategies for customer satisfaction. 

The findings will also inform future researchers in this study’s related areas, hence enriching 

the available literature on service quality in the transport sector. 
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CHAPTER TWO 

LITERATURE REVIEW 

2.0 Introduction 

In recent years, service quality has become a significant area of concern to practitioners, 

managers and researchers owing to its strong impact on government performance, low costs, 

customer satisfaction and citizens’ loyalty (UBOS, 2016).  

This chapter reviews the literature relating to the variables under investigation. We present the 

theoretical framework informing the study and the literature about the objectives. 

2.1 Service quality 

Service quality is an abstract and elusive concept that is difficult to define and measure 

(Polyakova & Mirza, 2015; Brady & Cronin, 2001).  It is a multi-dimensional construct that 

focuses on access, courtesy, communication, competence, responsiveness, reliability, 

understanding/knowing the customer, security, tangibility, and credibility (Parasuraman, 

Zeithaml, & Berry, 1988; Brady & Cronin, 2001; Polyakova & Mirza, 2015). Service quality 

can be defined as the consistent delivery of railway services to clients according to the expected 

standards (Pinnacle Advisory and Consulting Services, 2021). Service quality primarily 

focuses on meeting customers’ needs and requirements and how well the delivered services 

meet customers’ expectations (Hoffman & Bateson, 2017; Parasuraman, Zeitmal, & Berry, 

1985).  Several other scholars define service quality as the difference between the expected 

level of service and customer perceptions of the service received (Parasuraman, Zeithaml, & 

Berry, 1988). Quality can be defined by customers and occurs when an organisation supplies 

products or services to a specification that satisfies their needs.  
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2.2 Theoretical framework 

This study was guided by the SERVQUAL model of service quality developed by 

Parasuraman, Zeithaul and Berry in 1986 (Buttle, 1996). This is the commonly used and tested 

model to measure customers’ perceptions of service quality (Hoffman & Bateson, 2017; 

Kasper, Helsdingen, & Gabbott, 2006; Chau & Kao, 2009).  According to the model, Service 

quality has five distinct dimensions namely reliability (delivering on promises), responsiveness 

(being willing to help), assurance (inspiring trust and confidence), empathy (treating customers 

as human beings), and tangibility (the service environment). Service quality is the outcome of 

an evaluation process where customers compare their expectations with the service they have 

received (Brady & Cronin, 2001; Buttle, 1996). According to Parasuraman et al (1988) service 

quality is a form of attitude related but not equivalent to satisfaction that results from a 

comparison of expectations with perceptions and performance. 

 

 

 

 

 

 

Source: Adopted from Parasuraman et al (1988) 

Figure 1: SERVQUAL model of service quality 

According to the SERVQUAL model, service quality is the difference between the expected 

level of service and customer perceptions of the service received (Parasuraman, Zeithaml, & 

Berry, 1988). It hypothesizes that there are discrepancies or gaps between what managers 

believe is service quality and what customers believe service quality is. This set of gaps are the 
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major obstacles in attempting to deliver a service which customers perceive as being of high 

quality (Buttle, 1996; Hoffman & Bateson, 2017; Polyakova & Mirza, 2015; Parasuraman, 

Zeitmal, & Berry, 1985).  

These gaps include: first, the inconsistencies between customers’ expectations and 

management perceptions of those expectations; second, the gap between management 

perceptions of customer expectations and the actual specifications established for a service 

which may occur as a result of resource constraints, market conditions, and lack of management 

commitment to service quality; third, service quality specifications also known as service 

delivery gap. This arises as a result of failure to adhere to service standards because of 

variability in employee performance; fourth, discrepancies between service delivery and what 

the organisation promises through external communication and or the absence of 

communication about service delivery aspects; and fifth, expected service-perceived service 

gap which is a function of the first four gaps. The quality a customer perceives in a service is 

a function of the magnitude and direction of the gap between expected service and perceived 

service. 

According to the model, consumers typically rely on experiences to evaluate service quality. 

The perceived service quality can be positioned along a scale ranging from ideal quality to 

totally unacceptable quality. Satisfactory quality lies at some point along the scale. Where a 

customer’s perception of service quality is positioned on the scale depends on the nature of the 

discrepancy between the expected service (ES) and perceived service (PS). When ES>PS, 

perceived service is less than satisfactory and tends towards totally unacceptable with an 

increased discrepancy between ES and EP. When ES=PS, perceived service is satisfactory. 

When ES<PS, perceived service is more than satisfactory and tends towards ideal quality with 

an increased discrepancy between ES and PS. 
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2.3 Determinants of Service quality  

Several studies have attempted to distinguish between objective quality measures and those 

based on subjective perceptions of customers (Polyakova & Mirza, 2015). However, quality of 

service is an abstract and subjective concept that differs from individual to another and varies 

in time and location (Pinnacle Advisory and Consulting Services, 2021; Brady & Cronin, 

2001).  

According to Alonso-Mendo and Fitzgerald (2015), financial summaries only provide a limited 

view of the efficiency and effectiveness of actual operations. For example, a situation where a 

department regularly achieves its budget for all expense items would suggest that it is well 

managed. The components of service quality include: service culture, employee engagement 

i.e. employees need to understand their job activities to deliver effectively to clients; Service 

quality -How satisfied customers are with the service and added features by employees in 

offering the service; and customer experiences i.e. how would customers rate you in relation 

to other competitors?  

A crucial determinant of service quality is meeting the client’s expectations, anticipations and 

wishes. Raising expectations positively affects customer contentment perceptions of the quality 

of service obtained but also hurts contentment through disconfirmation. Service quality is what 

clients receive as a result of their interaction with the service organisation.  

Parasuraman et al. (1985) identified the determinants of service quality as perceived by service 

providers and customers as reliability (delivering on promises), responsiveness (being willing 

to help), assurance (inspiring trust and confidence), empathy (treating customers as human 

beings), and tangibility (the service environment). In addition, Sathyanarayana and Sreenath 

(2017) asserts that quality dimension of services such as tangibility, reliability, and empathy 

need to be improved in order to retain and create a set of loyal customers.  
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Magheswari, Vasanthi, Nishad, Vijayakumar and Satyanarayana (2023) examined the 

passenger satisafction with cleanleness and other service quality dimensions in India railways. 

They found that passengers were satistied with reliability, assurance and tangibility dimensions 

of service quality. They further found that gender modorates the relationship between reliability 

and passenger satisfaction and the relationship between tangibility and customer satisafcation 

(Magheswari et al., 2023). 

Bikramjit (2015) assessed the determinants of service quality of northern railway in India and 

found that reliability and assurance dimensions of service quality had larger gaps involving 

record keeping trust, inquiries, scheduling and safety among others. Ranjan et al. (2020) on the 

other hand assessed the intangible attributes of the service that affect the satisfaction of the 

northern railway passengers. He found that a considerable gap existed in reliability and 

assurance dimensions of railway service quality and basic facilities, safety and security, 

cleanliness and employee behavior towards passengers significantly influenced satisfaction of 

passengers.  

Waris (2010) found that punctuality, frequency, reliability and confort, safety and train 

operations had a huge impact on customers perception of the train services. Also, Sheeba and 

Kumuthadevi (2013) examined factors determining the service quality of the Idian Railways. 

They found that avaialability of seats, neatness in compartment, affordability, right time 

service, information accessibility, and behaviour of staff and co-passangers were significant 

determinants of customer satisafction in trains.  Kumar and Jain (2017) in their study suggested 

training of railway employees and increase in the number of compartments to reduce the crowd. 
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2.4 Challenges faced in the provision and access to quality services 

Several challenges are faced during the provision and access to transport services and, 

therefore, constrain the provision of and access to quality services including passenger train 

services (Adero & Aligula, 2012; Munishi, Hamidu, & Shayo, 2021; MoWT, 2021; NPA, 

2020; Brumercikova & Adrian, 2016; He, Liang, & Fang, 2016). These include the following: 

Poor coordination between different agencies and departments leads to poor service quality in 

the ministry responsible for transport. In many countries, there is lack of coordination among 

the many institutions responsible for maintaining the transport system. Projects involve 

different technical and political personnel with different ideas and outcomes (NPA, 2020; 

MoWT, 2021). Failure to align all these puts the project at a standstill. 

Time management. There delays in some instances as per the travel schedule resulting in longer 

waiting hours and delays of cargo. Also, government officials keep working on different 

projects at the same time making it difficult to manage the time per the identified needs due to 

poor project management (Brumercikova & Adrian, 2016; Bikramjit, 2015).  Some delays are 

beyond the project coordinators’ management, for example, macro-environment factors. Most 

organizations need to provide multiple services or products at the same time with different 

business processes. 

Limited funding. Availability and usage of funds allocated to the transport sector is central to 

enhancing transport infrastructure and quality service delivery. Governments mainly in 

developing countries such as Uganda rely on grants and loans plus taxes collected from the 

public (Adero & Aligula, 2012; MoWT, 2021; Brumercikova & Adrian, 2016). All these take 

processes to receive approval and the funds allocated are inadequate. Sometimes funds do not 

come in total, affecting access and the quality of services delivered.  
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Human Capital. There is still inadequate skilled manpower to help in the construction and 

coordination of transport and communication networks especially in the developing economies 

like Uganda (Munishi, Hamidu, & Shayo, 2021; NPA, 2020). This is coupled with poor project 

management and supervision of the existing infrastructure assets. 

Steep relief in mountainous regions which make it expensive to construct roads and railways. 

Some railways are made to pass underground or over a road network. This is exacerbated by 

the harsh climatic condition such as heavy rains that make rails impassable during the rainy 

season and make rehabilitation very difficult in these mountainous regions (Adero & Aligula, 

2012). 

Physical barriers such as rivers, lakes, forests that make construction of transport lines very 

difficult (Adero & Aligula, 2012; MoWT, 2021). Areas with poor soils for instance, clay soils 

make rail construction very difficult and expensive. 

Corruption and embezzlement of funds by government officials resulting into shoddy works. 

This consequently leads to construction of poor roads and railway lines that are substandard 

and last for a very short time (UBOS, 2016; NPA, 2020). This vice also results in uneven 

distribution of transport infrastructure where by roads and airfields are only constructed in areas 

where prominent politicians come from and other areas are neglected. 

2.5 Strategies to improve quality of services 

Management needs to cautiously and critically assess how the company has performed at 

developing and implementing customer focused service quality strategies. Service quality is a 

competitive aspect that can easily distinguish one provider from another (Bikramjit, 2015; 

Parasuraman, Zeithaml, & Berry, 1988; He, Liang, & Fang, 2016). Some of strategies to 

improve the service quality management at Uganda Railways Corporation include: 
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Provide better communication and ensure timely response to specific customer concerns. This 

improves competitiveness of the rail transport compared to the other transport modes such as 

road and water (Bikramjit, 2015; He, Liang, & Fang, 2016). 

Organisation wide service quality training in which employees are trained on the service quality 

dimensions and customer expectations. This also enables proper passenger flow forecasting 

(Yamur, Tretten, & Karim, 2016). 

Responsiveness to emerging customer and social needs such as clean environment and short 

travel time (Yamur, Tretten, & Karim, 2016). This can be achieved through optimization of the 

organisational structure and combining station attendants and staff responsible for maintaining 

passenger interface equipment (He, Liang, & Fang, 2016). URC can gain public trust thorough 

continuous response to customer needs. 

Use of enhanced technology. The proper adoption and execution of an electronic document 

management system that enables quicker ticketing processes, secure storage, retrieval and 

sharing of information (He, Liang, & Fang, 2016; Yamur, Tretten, & Karim, 2016). Enhanced 

technology use also fosters resource sharing and faster response resulting into straightened 

collaboration between passenger service and equipment maintained. 

Budget optimization and continuous engagement with the Ministry of Finance for additional 

resources. This helps to increase railway transport capacity and improving rail transport 

facilities (He, Liang, & Fang, 2016; NPA, 2020). 

Strengthening supervision, monitoring and evaluation through performance appraisals of 

operation centres to enhance competition (Brumercikova & Adrian, 2016; Yamur, Tretten, & 

Karim, 2016). This can be achieved by undertaking quarterly performance reviews and 

monthly internal audits. 

 



15 

 

2.6 Conclusion 

The works and transport sector remain critical for Uganda’s economic growth and 

development. Despite efforts by government to rehabilitate the railway system and improve the 

quality of railway services in Uganda, service quality at URC remains poor.  Several challenges 

faced by management and customers during provision and access to quality services at Uganda 

Railways Corporation. Customers of URC continue to raise concerns of travel delays, theft of 

property while in transit, dilapidated locomotives and missing cargo. It was therefore, vital to 

understand service quality management the Uganda Railways Corporation, identify challenges 

faced by customers in accessing the services and propose practical strategies to improve the 

quality of service delivered at URC. 
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CHAPTER THREE 

METHODOLOGY 

3.0 Introduction 

This chapter presents the research design, study population, sample size determination and 

sampling procedure, data collection methods and instruments, and data analysis methods that 

were used in the study. It also presents ethical conduct that was adhered to during the study. 

3.1 Research Design 

The study adopted a cross-sectional and descriptive research designs involving qualitative and 

quantitative approaches. According to Creswell (2014), a research design refers to the plan, 

structure, and overall strategy of the study that helps integrate the various components of the 

research and obtain answers to research questions. Cross-sectional research design is chosen 

because the study was carried out at one point in time.  A descriptive approach was used to 

enable the researcher to get relevant information concerning service quality at the Uganda 

Railways Corporation. Descriptive studies effectively analyse non-quantifiable issues and 

allow the integration of qualitative and quantitative data collection methods (Babbie, 2013; 

Creswell, 2014). 

3.2 Study Population 

Population refers to an entire group of individuals, events, or objects having common 

observable characteristics (Creswell, 2014; Babbie, 2013). The target population comprised 

companies that transport their goods on the railway, and the passengers that use railway 

transport.  The accessible population is unknown but was expected to be near or more than 

400,000 passengers following passenger traffic estimates by Uganda Railways Corporation.  
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3.3 Sample size and sampling technique  

Based on the estimated population above, the sample size was determined using a table 

developed by Krejcie and Morgan (1970). From the Krejcie and Morgan table (1970), a 

population of 400,000 has a sample size of 380 (Krejcie & Morgan, 1970). This sample size 

was representative enough of the entire study population (See appendix II).   

The sample was selected using a purposive sampling technique to enable selection of 

respondents that are most likely to appropriate information. This ensured that each category is 

represented similarly to the population and allowed collection of particular information from 

passengers and transporters  (Creswell, 2014). A total of 380 respondents (340 passengers and 

40 transporters) was selected to form the representative sample.  

3.4 Data Collection Methods and Instruments  

The required information was collected from respondents using a survey (Amin, 2005). The 

methods and instrument used are explained in details as follows. 

Primary data was collected from the 380 respondents. This was done through an interviewer-

administered questionnaire since all the respondents are knowledgeable about their issues in 

the service (Babbie, 2013). Respondents were guided through the questionnaire to ensure 

accuracy and consistency in the data collection (Fowler, 2009). The questionnaires contained 

structured questions relating to the study variable: service quality, which were constructed 

based on a Likert scale. The respondents then answered the questions in line with the extent to 

which they agreed or disagreed with the statements presented in the questionnaire. Open-ended 

questions on the challenges faced in accessing URC services and strategies to improve quality 

of railway services were included in the questionnaire. 
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The study used questionnaires because, according to Kakooza (1997), they help cover many 

respondents in a short period and generate reliable data since the respondents answer the 

questions without being affected by the researcher’s presence. This was possible because most 

URC customers are able to read and write and could be guided through the questionnaire. 

3.5 Measurement of variables 

To understand service quality, the five dimesnsions of the SERVQUAL model, namely 

reliability, responsiveness, empathy, assurance, and tangibility, were adopted from previous 

studies. All these dimensions of the study variables were anchored on a five-point Likert scale 

(1-5) because of its midpoint ranging from strongly disagree to strongly agree. These 

dimensions/ constructs in the study were adopted from previous studies to suit the curent study 

as indicated in the the Table 3.1 and the questionnaire in Appendix III. 
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Table 3.1: Definition and measurement of service quality dimensions 

Dimension Definition Operational definition Adopted from 

Reliability Ability to deliver on 

promises consistently 

and accurately 

Provision of ticket 

information and adhrance 

to the train schedules 

Parasuraman et al. 

(1988) 

Sathyanarayana et 

al. (2017) 

Responsiveness Willingness to help 

customers and provide 

prompt services 

Keeps customers 

informed and employees  

responds to clients 

concerns 

Ranjan et al. (2020) 

Parasuraman et al. 

(1988) 

Kumar and Jain 

(2017) 

Assurance Knowledge and 

courtesy of employees 

and their ability to 

inspire trust and 

confidence 

Knowledgable train 

attendants who are 

courteous to customers 

and provide safety 

meaures 

Bikramjit (2015) 

Parasuraman et al. 

(1988) 

Empathy treating customers as 

human beings i.e care 

and personal attention 

given to customers 

Employee behaviour 

towards customers in 

adressing their specific 

neeeds and the train 

operates at convient hours 

Ranjan et al. (2020) 

Polyakova and 

Mirza   (2015) 

Tangibles service environment: -  

appearance of 

physical facilities, 

equipment and 

personnel  

Cleanliness  and visial 

appeal of the train, seats 

and employees 

Wares (2010) 

Bikramjit (2015) 

 

3.6   Procedure of Data Collection 

The process started with the researcher securing a letter of introduction from Makerere 

University Business School (Appendix IV) that was presented to the Managing Director, 

Uganda Railways Corporation. This helped to seek permission to conduct the study with the 

different clients of URC.  The researcher then visited the train stations and the selected 

respondents were requested to fill the questionnaire as they waited for the train or while in 

transit and left at next train stop. 
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The researcher ensured that the questionnaires were collected as soon as they were filled to 

avoid loss and misplacement. The researcher also kept writing down the major points in regards 

to the open-ended questions in the questionnaire during the interview, which resembled an 

informal conversation. 

3.7 Validity and reliability 

Validity refers to whether the data collection instrument measures the purpose it is intended to 

measure, i.e. accuracy of measurement (Babbie, 2013; Amin, 2005). The instrument was pre-

tested to check for clarity and relevance of the questions in the tool (Creswell, 2014). In 

addition, the options of supervisors and experts in the field of research were used to enhance 

the validity of the questions. A content validity index (CVI) test was computed as follows; 

𝐶𝑉𝐼 =
𝑁𝑜 𝑜𝑓 𝑖𝑡𝑒𝑚𝑠 𝑑𝑒𝑐𝑙𝑎𝑟𝑒𝑑 𝑟𝑒𝑙𝑒𝑣𝑎𝑛𝑡/𝑣𝑎𝑙𝑖𝑑

𝑇𝑜𝑡𝑎𝑙 𝑛𝑢𝑚𝑏𝑒𝑟 𝑜𝑓 𝑖𝑡𝑒𝑚𝑠
 

Amin (2005) and Babbie (2013) revealed that validity-CVI is sufficient if it is greater than 0.7 

(70%). Table 3.2 presents the content validity index for each dimension of service quality and 

are all greater that 0.7 implying that they are sufficient. 

Table 3. 2: Validity of the questionnaire  

Variable  No of items (questions) Valid items CVI 

Reliability 4 4 0.83 

Responsiveness 4 4 0.95 

Assurance 4 4 0.83 

Empathy 4 4 0.88 

Tangibles 5 5 0.79 

Total 21 21 0.88 

Source: Primary Data, 2023 
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Reliability refers to the degree to which  the instrument consistently measures something 

overtime under similar circumstances. All items included in the questionnaire were subjected 

to a rekliability test. After conducting a pilot, Cronbatch’s alpha coeeficient values were 

computed to determine the reliability of the tool. Checking the reliability and validity of the 

generic SERVQUAL model was done to ensure consistency of results and thus determine the 

reliability of the findings. Results in Table 3.3 indicate that the questionnaire used was reliable. 

Table 3. 3: Reliability of the questionnaire  

Variable  Valid items Cronbach Alpha 

Reliability 4 0.761 

Responsiveness 4 0.894 

Assurance 4 0.792 

Empathy 4 0.785 

Tangibles 5 0.842 

Total 21 0.671 

Source: Primary Data, 2023 

3.8 Data Processing and Analysis 

3.8.1 Quantitative data 

The data collected was edited for completeness and consistency to ensure the correctness of 

the information given by the respondents. The data was then captured, cleaned, and 

quantitatively analysed based on the study objectives. A descriptive approach was used to 

analyze the primary data to understand the situation better. The analysis was done using SPSS 

(Statistical Package for Social Scientists). The quantitative data was presented in the form of 

descriptive statistics. Tables, frequency counts, percentages, and means were used to analyze 

the results (Creswell, 2014; Fowler, 2009).  
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3.8.2 Qualitative data 

The qualitative data collected was in the form of textual notes. These were processed and 

analysed manually. Qualitative data was analysed using thematic and content analysis based 

on the specific themes related to the objectives under investigation. This was important because 

it helps to provide a systematic report flow (Creswell, 2014; Babbie, 2013). 

3.9 Ethical Considerations 

According to Kothari (2003), there is a need for ethics in research. These general principles 

guided the conduct and actions of the researcher and participants during the study period. The 

researcher obtained consent from the Managing Director, Uganda Railways Corporation and 

the respondents to conduct the study. The researcher also explained to the respondents the study 

objectives, how they were selected, and the benefits of the study (Creswell, 2014; Fowler, 

2009). The researcher ensured the confidentiality of the information provided and remained 

unbiased. The names of the respondents did not appear on the research instrument (Amin, 

2005). This ensured that the respondents are protected from harm or personal attacks by 

management or other officials in the Public Service due to their participation in the study or 

information provided to the researcher. 
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CHAPTER FOUR 

PRESENTATION, ANALYSIS, AND INTERPRETATION OF RESULTS 

 

4.0 Introduction 

The study assessed the service quality management at the Uganda Railways Corporation. This 

chapter presents, analyzes, and interprets the study's findings in light of the objectives of the 

study. The presentation follows the order of the objectives. Specifically, the chapter presents 

the respondent demographics, the determinants of service quality at Uganda Railways 

Corporation (URC), challenges faced by customers in accessing URC services, and the 

strategies to improve service quality at URC. Out of the 380 customers that were targeted for 

the survey, 379 customers responded, resulting in a response rate of 99.7%.  

4.1 Background characteristics of respondents 

Table 4.1 presents information related to the observed respondent background characteristics, 

including gender, age category, and level of education, travel time, purpose of travel, 

employment status and average monthly income. It presents the number and proportion of 

respondents in each category to provide an overview of the demographic profile of the study 

participants who completed the questionnaire. 
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Table 4.1: Demographic characteristics of respondents 

  Frequency (n=379) Percentage 

Gender Male 258 68% 

Female 121 32% 

Age of the 

respondent (in 

years) 

21—30 58 15% 

31—40 220 58% 

41—50 71 19% 

51-60 years 14 4% 

60 years and above 16 4% 

Level of education Primary 106 28% 

Secondary 142 37% 

Diploma 91 24% 

Degree+ 40 11% 

For how long do 

you travel in the 

train daily 

11-20 minutes 30 8% 

21-30 minutes 43 11% 

31-40 minutes 141 37% 

41-50 minutes 124 33% 

More than 50 minutes 41 11% 

How often do you 

use the train 

Most of the time          213 56% 

Some of the time          91 24% 

Rarely 75 20% 

Purpose of travel Commute 308 81% 

Work related activities 32 8% 

Transport cargo 13 3% 

Entertainment or social 

activities 26 7% 

Employment status Salary employment 204 54% 

self-employed 122 32% 

Unemployed 53 14% 

Average monthly 

income 

Less than 100,000/=  5 1% 

100,000/= to 300,000/=  10 3% 

310,000/= to 500,000/= 26 7% 

510,000/= to 800,000/=  250 66% 

810,000/= and above 88 23% 

Source: Primary Data, 2023 

Results in Table 4.1 reveal that most respondents (68%) were males while the females 

constituted (32%).  This shows that majority of the customers using railway services are males. 

While the proportion depicts males as the majority, URC serves both genders without 

discrimination and they both do partake of the train service to fulfill their transport needs.  
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Most respondents (58%) who participated in the study were between 30—39 years, 15% were 

aged between 20—29 years, 19% were between 40—49 years, while those aged between 51—

60 years and those aged more than 60 years were 4% respectively. This implies that the train 

services are used by clients across all the age brackets that is the service is universally used to 

fulfill people’s transport needs.  

From the study findings, it was established that the majority (37%) secondary education, 28% 

had primary education, 24% had attained diploma, and the least (11%) had a degree and above. 

This kind of trend was an indication that the passengers using the train had a considerable level 

of literacy and cognitive intellectuality to gauge the quality of services provided by URC in the 

train service.   

In line with the frequency of use of the train service, most respondents (56%) indicated that 

they used the train most of the times, 24% used it some of the times, and 20% rarely used the 

train. This means that their judgement would be relied on to identify the determinants of service 

quality for railway services.  

Regarding the time of travel in the train, most respondents (37%) spent between 31-40 minutes, 

33% spent 41—50 minutes, 11% spent 21—30 minutes, and 11% spent more than 50 minutes 

while 8% of them spend 11-20 minutes.  

With regard to the main purpose of travel, results show that most respondents (81%) were 

commuters, 8% traveled to execute work-related activities, 7% traveled for entertainment or 

social activities, while others were transporting cargo. The different purposes for travel by 

passengers vary and thus their perceived quality of the train service provided by URC.  

In terms of employment status, the results reveal that majority of respondents (54%) who used 

the train to travel were on salary employment, 32% were self-employed, 14% were 

unemployed.   
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For the case of the passengers’ average monthly income, majority of the respondents (66%) 

were earning between 510,000—800,000 Uganda shillings, 23% were earning 810,000/= and 

above, 7% were earning between 310,000—500,000/=, 3% earned between 100,000—

300,000/=, and the least (1%) earned less than 100,000/=. In light of this revelation, it was 

established that the train service was indiscriminate in its operations serving passengers 

irrespective of their monthly earnings.   

4.2 Determinants of service quality at Uganda Railways Corporation 

The study focused on assessing the determinants of service quality at Uganda Railways 

Corporation (URC). A Likert scale was used to measure attitudes or opinions of respondents. 

Questions related to five service quality dimensions namely service reliability, service 

responsiveness, service assurance, empathy towards customers and service tangibles were 

presented to the respondents.  

In this study, a five-point Likert scale was used, where respondents were asked to indicate their 

level of agreement with the statements (5 = Strongly Agree, 4 = Agree, 3 = Neutral, 2 = 

Disagree, 1 = Strongly Disagree). To simplify the interpretation of the responses on the Likert 

scale, the researcher combined the "Strongly Disagree" and "Disagree" responses into a single 

category called "Disagree." Similarly, the "Strongly Agree" and "Agree" responses were 

combined into a single category called "Agree." This merging of responses helps streamline 

the data analysis process and makes it easier to interpret the results in terms of agreement or 

disagreement with the statements.  

By analyzing the responses to the statements on the five-point Likert scale, the study can gain 

insights into the perceived service quality dimensions of URC according to its customers. This 

approach allows the researcher to quantify and analyze the level of agreement or disagreement 
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across different service quality aspects, providing valuable information for the evaluation and 

improvement of the services offered by URC. 

The study employed mean and standard deviation as statistical measures to examine the 

relationship between the two variables under investigation. Mean was used to calculate the 

average value of responses on the Likert scale for each item, providing an overall measure of 

agreement or disagreement. Standard deviation, on the other hand, helped the researcher assess 

the dispersion or variability of responses around the mean, indicating the range of reactions or 

viewpoints among the respondents. 

For the study's purpose, mean values greater than three (>3) were considered to indicate 

agreement with the investigated items. In other words, if the mean score for a particular item 

is greater than three, it suggests that, on average, respondents tended to agree with the statement 

related to that item. 

Standard deviation values less than one (1) were interpreted as indicating a consensus of 

opinion. When the standard deviation is low, it implies that the responses were clustered closely 

around the mean, suggesting that respondents generally had similar or consistent views on that 

item. On the other hand, standard deviation values greater than one (>1) were interpreted as 

indicating a range of reactions or viewpoints. A higher standard deviation indicates more 

variability in the responses, suggesting that respondents' opinions were more diverse or 

scattered around the mean value for that item. 

Table 4.2 presents the service quality dimension measures of central tendency and dispersion. 

The first column presents the service quality dimension, the second column presents the 

number of respondents that participated in the study, the third column presents the measure of 

central tendency (mean) and the last (fourth) column presents the measure of dispersion 

(standard deviation). 
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Table 4. 2: Service quality measures of central tendency and dispersion 

Service quality dimension N Mean (µ) Std. deviation (sd) 

Reliability 379 2.97 .2152 

Responsiveness 379 3.28 .3799 

Assurance 379 3.16 .5818 

Empathy towards customers 379 3.59 .6519 

Tangibles 379 2.00 .6187 

Source: Primary data, 2023 

From Table 4.2, the service reliability means and standard deviation scores (µ= 2.97, sd = 

0.215) show that the responses to questions about service reliability were nearly neutral. This 

means that most respondents agreed and disagreed with the items about service reliability. With 

a low standard deviation = 0.215, a low dispersion in the response distribution was affirmed. 

Thus, the respondents indicated that service reliability was not fully upheld in service quality 

management at the Uganda Railways Corporation.  

Service responsiveness mean and standard deviation scores (µ= 3.28, sd = 0.380) show 

responses to questions about service responsiveness were between “neutral” and “agree”.  This 

means that the respondents indicated that service responsiveness at URC was fairly upheld in 

service quality management. Given the low standard deviation = 0.380, a low dispersion in the 

response distribution was affirmed.  

Service assurance mean and standard deviation scores (µ= 3.16, sd = 0.582) show that 

responses to questions about service assurance were between “neutral” and “agree”. The 

respondents indicated that service assurance at URC was inadequately upheld as a service 

quality attribute. Given the low standard deviation = 0.582, a low dispersion in the response 

distribution was affirmed. 
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Empathy towards customers mean and standard deviation scores (µ = 3.59, sd =0.652) show 

that the responses to questions about empathy towards customers were between “neutral” and 

“agree”.  The results show that most respondents fairly responded positively to items about 

empathy which implied good empathy towards customers at URC. Given the low standard 

deviation = 0.652, a low dispersion in the response distribution was affirmed.  

Service tangibles mean and standard deviation scores (µ = 2.00, sd = 0.619) show that the 

responses to questions about tangibles were at “disagree”. The results showed that most 

respondents disagreed to the items about tangibles which implied poor tangibles at URC. Thus, 

the respondents indicated that tangibles at URC were not upheld as a service quality attribute. 

The low standard deviation = 0.619, a low dispersion in the response distribution was affirmed. 

The next subsections present customer perceptions on the various aspects of each service 

quality dimension was indicated in the questionnaire. 

4.3 Service Reliability  

Table 4.3 displays the results from customer assessment of the different aspects of service 

reliability at URC.  

Table 4. 3: Perceptions on reliability 

 
Disagree Neutral Agree 

Mean 
Std. 

Dev f % f % f % 

Travel tickets are issued in time 4 1.1% 8 2.1% 367 96.8% 4.05 .395 

The train departs on time 366 96.6% 2 0.5% 11 2.9% 1.89 .531 

Train arrives on time 361 95.3% 10 2.6% 8 2.1% 1.93 .510 

Train operator informs customers 

about the next stop over in time 
10 2.6% 9 2.4% 360 95.0% 4.01 .499 

Source: Primary Data, 2023 
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According to Table 4.3, results show that most respondents (n=367, 96.8%) agreed that travel 

tickets are issued in time, 1.1% disagreed while 2.1% of the respondents were neutral. With a 

mean score of 4.5 and a standard deviation less than one (<1=.395), it was affirmed that the 

ticket information for the train service was given to customers in time.  

On whether the train departs on time, most respondents (96.6%) disagreed with the notion 

while 2.9% revealed otherwise. A mean (<3=2.9) indicated that the departure time was not as 

scheduled as it would have been to meet the clients’ expectations. Likewise, the standard 

deviation (.531) was an indication that irregular departure times were experienced by the 

majority of the passengers using the train service.  

The study findings further showed that most respondents (95.3%) disagreed with the statement 

that the train arrives on time, only 2.1% agreed with the notion, and 2.6% of the respondents 

were neutral. A mean less than three (<3=1.93) indicated that the train arrivals were not as 

scheduled most instances. Similarly, the standard deviation less than one (<1=.510) affirmed 

the majority disagree with the notion implying that the punctuality of train service was not 

matching the expectations of the passengers.  

With regard to the train operator informing customers about the next stop over in time, majority 

(95%) of the respondents agreed with the notion, 2.6% disagreed, while 2.4% of the 

respondents were neutral. Having scored a mean less than three (<3=2.4), it was affirmed that 

the train operator informs passengers about the next stop over in time. This was further affirmed 

by the standard deviation less than one (<1=.499) implying that guidance information for next 

stop over was not timely and accurate as upheld among the majority.  

4.3.1 Service Responsiveness  

From the services provided, the customers’ assessment of the different aspects of service 

responsiveness at URC as displayed in Table 4.4. 
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Table 4. 4: Perceptions on responsiveness  

 Disagree Neutral Agree 
Mean 

Std. 

Dev 
f % f % f % 

Customers are always informed 

about train schedules. 
309 81.5% 19 5.0% 51 13.5% 2.18 .854 

Employees give prompt feedback 99 26.1% 29 7.7% 251 66.2% 3.51 .993 

Employees are always willing to 

help passengers 
13 3.4% 25 6.6% 341 90.0% 3.94 .538 

Employees are never busy to 

respond to your request 
102 26.9% 2 0.5% 275 72.6% 3.51 .949 

Source: Primary Data, 2023 

The study findings in Table 4.4 revealed that majority (81.5%) of the respondents asserted that 

the customers were not always informed about the train schedules while 13.5% revealed 

otherwise. The mean score of 2.18 less than 3 and a standard deviation (.854 < 1) is an 

indication that URC’s efforts to keep customers informed were still inadequate and does not 

fully met the expectations of the customers.  

While the majority of the respondents (66.5%) affirmed that URC employees gave prompt 

feedback, a considerable proportion (26.1%) refuted the notion. A mean value greater than 

three (>3=3.51) indicated that URC employees endeavored to provide prompt feedback to the 

clients as also demonstrated by the standard deviation less than one (<1=.993) with a depiction 

of common opinion in the response distribution.  

On whether the URC employees were always willing to help passengers, majority (90%) of the 

respondents agreed with the notion, 3.4% disagreed, and 6.6% of respondents were neutral. 

With a mean score of 3.94, it was confirmed that URC employees were willing to help 

passengers in different ways. This was also affirmed by the standard deviation (<1=.538) whose 

implication attests to this common viewpoint.  
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In regards to whether employees were never busy to respond to passengers’ requests, it was 

established that while the majority (72.6%) of the respondents agreed with the notion, a 

considerable proportion (26.9%) of the respondents disagreed while 0.5% were neutral to the 

notion. With a mean score of 3.51 greater than 3, it was affirmed that URC employees were 

responsive to the passengers’ needs. The standard deviation less than one (<1=.949) implied 

that this notion was upheld among the majority.  

4.3.2  Service Assurance  

Table 4.5 shows the perceptions of respondents on the different aspects of service assurance as 

an attribute of service quality at URC. 

Table 4.5: Perceptions on assurance 

 
Disagree Neutral Agree 

Mean 
Std. 

Dev 
f % f % f % 

Train attendants have the 

knowledge to answer your 

questions 

92 24.3% 4 1.1% 283 74.7% 3.50 .947 

Train attendants are consistently 

courteous to customers 
278 73.4% 10 2.6% 91 24.0% 2.50 .921 

The behavior of employees gives 

me confidence about the service 
237 62.5% 10 2.6% 132 34.8% 2.72 1.008 

I feel safe when travelling with the 

Uganda Railways Corporation train 
28 7.4% 14 3.7% 337 88.9% 3.89 .634 

Source: Primary Data, 2023 

The study findings in Table 4.5 show that majority (74.7%) of the respondents agreed with 

notion that the train attendants had the knowledge to answer passengers’ questions although a 

considerable proportion (24.3%) refuted the notion, and 1.1% were neutral to the notion. A 

mean score greater than three (>3=3.5) indicated that the train attendants demonstrated 

possession of adequate knowledge to answer passengers’ questions. This was further affirmed 

by the standard deviation less than one (<1=.947) whose implication was shared standpoint.  
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Most respondents (73.4%) disagreed with the notion that train attendants were consistently 

courteous to the customers 24% affirmed it while 2.6% of the respondents stood neutral. The 

mean score less than three (<3=2.5) indicated that there were inconsistencies in the manner in 

which the train upheld courteousness to the customers. The standard deviation less than one 

(<1=.921) indicated commonalities in the response distribution in regards to the notion.  

On whether the behavior of employees instills confidence in passengers about the service, 

majority (62.5%) of the respondents disagreed with the notion while 34.8% agreed and 2.6% 

were neutral. A mean value less than three (<3=2.72) means that URC employees had not fully 

instilled confidence in passengers about the train service. However, the standard deviation 

greater than one (>1=1.008) was an indication of mixed reaction about the notion implying that 

while the employees’ behaviors had not yet fully instilled confidence in passengers, this may 

not have been the case among a considerable proportion.  

In regards to whether passengers felt safe when travelling with the URC train, 88.9% agreed 

with the notion while 7.4% refuted it and 3.7% were neutral. A mean score of 3.89 indicated 

that the passengers found travelling with the train a safe venture as also indicated by the 

standard deviation less than one (<1=.634) which implied common opinion about the notion. 

 4.3.3 Empathy towards customers 

The assessed the perception of respondents on empathy as an attributed of service quality and 

the results are presented in Table 4.6. 
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Table 4.6: Perceptions on empathy towards customers 

 
Disagree Neutral Agree 

Mean 
Std. 

Dev 
f % f % f % 

Employees give passengers 

individual attention 
78 20.6% 15 4.0% 286 75.5% 3.72 1.030 

Employees understand customer 

needs 
91 24.0% 25 6.6% 263 69.4% 3.53 1.037 

The railway train operates at hours 

convenient to most of its customers 
61 16.1% 22 5.8% 296 78.1% 3.73 .911 

When you have a problem, 

employees show sincere interest in 

solving it 

111 29.3% 47 12.4% 221 58.3% 3.38 1.038 

Source: Primary Data, 2023 

 

The study findings revealed that majority (75.5%) of the respondents agreed with the notion 

that employees gave passengers individual attention but 20.6% disagreed and 4% were neutral. 

The mean of 3.72 greater than 3 was an affirmation that URC employees were found of giving 

passengers individual attention. However, the standard deviation greater than one (>1=1.030) 

whose implication entails divergent opinions about the notion implying that URC employees 

may not have accorded passengers of the train service adequate individual attention.  

The study findings further revealed by majority (69.4%) of the respondents agreed that 

employees understand customer needs although 24% revealed otherwise and only 6.6% were 

neutral. The mean score greater than three (>3=3.53) indicate that URC employees would 

understand the needs of the clients who travel with the URC train. However, the standard 

deviation greater than one (>1=1.037) indicate a high variability in the responses of passengers 

meaning that it was not a shared view.  

In regards to the railway train operating at hours convenient to most of its customers, the 

majority (78.1%) of the respondents agreed with the notion while 16.1% disagreed. A mean 
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score greater than three (>3=3.38) affirmed the train was operating largely during the 

convenient hours for most passengers. The standard deviation (<1=.911) also affirmed the 

majority common standpoint about the how the train operates in the most convenient hours 

preferred by the clients.  

The results show that although most respondents (58.3%) agreed that employees showed 

sincere interest in their solving problems, a considerable proportion (29.3%) revealed otherwise 

and 12.4% were neutral. The mean of 3.38 greater than 3 indicate that URC employees showed 

solemn interest in solving problems faced by their clients. However, the standard deviation 

greater than one (>1=1.038) indicated that while URC employees showed interest in solving 

problems, this view was not upheld among some clients implying mixed reactions.  

4.3.4 Service Tangibles  

Table 4.7 presents the perceptions of respondents on service tangibles as an attribute of service 

quality URC. 

Table 4.7: Perceptions on service tangibles 

 
Disagree Neutral Agree 

Mean 
Std. 

Dev 
f % f % f % 

Waiting area is comfortable 365 96.3% 3 0.8% 121 2.9% 1.89 .531 

Uganda Railways Corporation has 

modern looking equipment 
348 91.8% 18 4.7% 13 3.4% 1.35 .728 

The physical facilities are always 

clean and appealing 
328 86.5% 18 4.7% 33 8.7% 1.46 .949 

Uganda Railways Corporation 

employees appear smart 
49 12.9% 41 10.8% 289 76.3% 3.75 .890 

The train and seats are always clean 

and appealing 
325 85.8% 29 7.7% 25 6.6% 1.46 .894 

Source: Primary Data, 2023 
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Results from Table 4.7 on whether the waiting area is comfortable, most respondents (96.3%) 

disagreed with the notion while 2.9% revealed otherwise. A mean (<3=2.9) indicated that the 

waiting area was uncomfortable as it would have been to meet the clients’ expectations. The 

standard deviation (.531 < 1) was an indication that uncomfortable of the waiting area was 

experienced by the majority of the passengers using the train service.  

The majority (91.8%) of the respondents refuted the notion that URC had modern looking 

equipment/automotive while 3.4% revealed otherwise. Only 4.7% of the respondents stood 

neutral to the notion. The mean value of 1.35 was an affirmation that the equipment/automotive 

used by URC were dilapidated and outdated. This was upheld among the majority following 

the standard deviation less than one (<1=.728).  

From the study findings majority (86.5%) of the respondents affirmed that the physical 

facilities were not visibly clean and appealing while 8.7% revealed otherwise. With a mean 

score less than three (<3=1.46), it implies that the state of URC’s physical facilities was very 

poor and wanting in terms of cleanliness and appealing. The standard deviation less than one 

(<1=.946) indicated that commonalities across the response distribution regarding how clean 

and appealing the physical facilities were as this would demonstrate low service quality.  

On whether URC employees appear smart, most respondents (76.3%) agreed to the notion that 

URC staff appear smart while 12.9% disagreed. 10.8% were neutral. The mean score greater 

than three (>3=3.75) affirmed the smartness upheld among URC employees. With a standard 

deviation less than one (<1=.89) indicated common opinion affirming that the employees of 

URC appeared smart most of the time.  

The majority (85.8%) of respondents affirmed that the train and seats in the train were not 

visibly clean and appealing while 6.6% agreed with the notion. 7.7% of the respondents were 

neutral. A mean less than three (<3=1.46) indicated that the seats in the train were not largely 
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clean and appealing to the passengers as also affirmed by the standard deviation less than one 

(<1=.894) whose implication demonstrated shared opinion.  

4.4 Challenges faced by customers in accessing services at Uganda Railways Corporation 

The second study objective was to establish the challenges faced by customers in accessing the 

railway services at URC. In the questionnaire, respondents were required to mention at least 

three challenges. Several challenges highlighted included the following:  

Delays and long waiting hours were a serious challenge faced by customers in accessing 

services at URC. The study findings revealed that the train had inconsistent schedules and 

occasional services which were not serving the interests of the passengers and cargo 

transporters. It was difficult for customers to adequately plan their journeys using public 

transportation such as taxis. The problems with timeliness resulted in missed connections and 

additional time spent waiting at stations. Some of the respondents said the following verbatim: 

“…the train service is very inconsistent and only worked during working days like 

from Monday to Friday. So, sometimes you find when it is not going to work or 

when it will reach late and people have to wait.” RE_017 

“You have to wait for more minutes like 20 or even 30 when the locomotive is not 

available or people have already paid for the tickets and they are seated in the 

coaches but the driver comes late then along the way, the train breaks down and 

this is so frustrating. On good days, the train is reliable because it is not disturbed 

by the traffic jam” NB_033 

 

Delays and disruptions due to unexpected breakdown for the locomotive is another challenge 

faced by customers at URC. Most respondents indicated that there were delays and disruptions 

due to inadequate maintenance of the old infrastructure. The passengers have to endure 
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difficulty and frustration as a result of unexpected breakdowns and frequent service 

interruptions. Some of the respondents had this to say: 

“…the train service is good but the way it used to breakdown along the way was 

not good. They never returned our money whenever it broke down and so it was 

that unreliable. Sometimes you would go there and they tell you it will not work 

yet they did not notify people about the breakdown but you just hear it will be 

working” PS_037 

“one time we were delayed because the driver was still on his way coming from 

Nalukolongo and we were late for over 25 minutes yet people had paid and 

boarded already” NJ_174 

 “…they never communicate to us when the train is not available but you only 

learn about it when you go there and they break the news to you that it will not be 

working that day. I heard they have a Twitter account but not all of us are on that 

platform so we would just go to the station and find the gate locked.” PO_365 

 

There was also a challenge of limited ticketing and payment alternatives/options which make 

it difficult for people without cash to make payments. Respondents indicated that the URC only 

had only one mode of paying for tickets where payment was in cash and no alternative means 

of payment was entertained. To that, therefore, passengers, particularly those who wish to use 

digital payment systems options like mobile money or electronic cards are excluded. This flows 

from the following verbatim: 

“…we only use cash yet the world has gone electronic and I wish they can provide 

for a monthly payment and someone clears at once and relaxes.” TH_004 

“…It is basically a cash payment to get a ticket and there are no other options 

apart from that. Sometimes on busy days some clients don’t even pay because for 

those that board from other stages like Kataza and squeeze inside are difficult to 

notice. I have ever traveled without paying for the ticket” AJ_027 
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Another challenge faced by customers at URC is the limited connectivity of the rail network in 

the Kampala Metropolitan Area. Majority of the respondents indicated that the rail network 

does not reach many important locations around the Kampala Metropolitan Area and only 

provides complete connectivity only within the old railroads. Passengers have difficulty 

directly reaching their destinations, which prompt them to get alternative modes of 

transportation such as boda-bodas or taxi to reach their homes or workplaces which again 

increased the cost of transport. This is what some of the respondents had to say: 

“Our railway does not go to many places around Kampala. The railway services 

are limited in connectivity because they follow the traditional routes made by the 

Indians coolies in the 1940s” GR_085 

“…The railway only transports people within Kampala and in one direction which 

is from town to Bweyogerere and Namanve but ignores places like Kawempe 

where there is a lot of jam and Entebbe road yet these roads are infested with too 

much traffic jam” YP_056 

 

Poor customer service from URC staff who are not courteous (polite) and do not provide timely 

information to the passengers.  The study findings revealed that customer service by URC staff 

was poor because passengers lacked information and some staff were unresponsive which 

leaves passengers feeling dissatisfied and disengaged from the services. This was a 

characterization of poor-quality services as per the following verbatim:  

“…the customer care is wanting because some of staff are rude to us when issuing 

tickets especially if you give them a big note like 50,000/= note. I once had no 

change in the morning but only a 20,000/= note but they asked me to get change 

before I boarded but fortunately one passenger helped and gave us the change” 

KP_067 
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Discomfort and cleanliness of the locomotive and seats was a big issue of concerns for most 

URC customers. Passengers were concerned about the comfort as well as cleanliness of the 

coaches which were not able to accommodate the number of people they used to pack inside. 

This had an impact on their trip as a whole and service quality as per the following verbatim: 

 “I have never been comfortable in the train because people come in and step on 

you whether you like it or not, they do disturb you” AT_049 

“…the coaches are squeezed yet they sell all tickets and force everyone inside and 

sometimes passengers stand up to their destinations” MH_164 

 

There is also limited accessibility of railway stations especially for the elderly and persons 

living with disabilities. The study further revealed that the railway stations are not easily 

accessible to all passengers like those with physical disabilities and this is due to the inadequate 

facilities during boarding and alighting and this is great challenge to the quality of train services 

as per the following verbatim:  

“…we don’t have good spaces for people with disability where they can pass 

because there are stairs everywhere on the train, there is space where the 

pregnant women can sit but I have not seen where the disabled can sit”…JF_003 

 

Safety and Security concerns were also highlighted by most customers. Most passengers noted 

they had safety and security concerns when using the train services. Most potential customers 

are discouraged from taking trains due to major safety concerns both while moving the trains 

and while waiting at train terminals. This aligns to the fact that trust in the railway system was 

damaged when incidents such as theft, harassment, or accidents occurred. Some of the 

respondents said the following verbatim: 
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 “…when the train knocked the trailer at in industrial area, that accident was 

blamed on the truck driver but not on the train. Other incidents like the one at 

Uganda Revenue Authority when the train knocked a vehicle and killed two people 

raise safety concerns. This means that URC need to put signals at various places 

especially roads where they cross the road to warn people that there is a train 

coming or even lockout the road …” IG_242 

Inadequate facilities such as washrooms and waiting areas was another challenge faced by 

customers accessing services at URC. The study findings also revealed that passengers have a 

less enjoyable travel experience if stations do not provide them with basic comforts such as 

restrooms, waiting areas, and a variety of options for beverages as per the following verbatim:  

“…the toilets at the station are not enough for the people who board the train and 

this is not good for the future of the service” ME_052 

“…The waiting areas are not comfortable because the seats are not enough and 

to accommodate people waiting for the train on top them being unclean” NG_096 

4.5 Strategies to improve service quality at the Uganda Railways Corporation 

Respondents were requested to indicate the possible actions URC can take to improve the 

service quality at the corporation. Their suggestions are reported in this section as follows. 

 

Provide better communication and ensure timely response to specific customer concerns. This 

improves competitiveness of the rail transport compared to the other transport modes such as 

road. This is what some respondents had to say: 

“…there is need to embrace digital technology for communicating to customers such 

as WhatsApp to enable timely sharing of information regarding the train” …RE_017 

 “…URC should communicate to customers on various platforms when the train is not 

available so that we do not have waste time coming to the train station” …PO_365 
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Training of URC staff on customer service to enable them manage the passengers better and 

meet customer expectations.  

“…management should train its staff on customer care so that they can handle their 

customers especially the elderly better” …KI_84 

“…the staff should be empowered with knowledge so as to politely respond to 

passengers requests and answer questions asked by customers” ...KP_067 

 

Use of enhanced technology that enables quicker ticketing processes and sharing of 

information such as mobile money for payments and WhatsApp or twitter for communicating 

to customers. This enhances customer engagement with the service and helps in addressing 

customer information needs as per the following verbatim. 

“…there should be other payment options other than cash such as mobile money to 

avoid aver crowding at the payment points” …AJ_027 

 

Proper scheduling of the train and ensure that the train departs and arrives on time as indicated 

in the schedule. The train movement should be consistent with the schedule as recommended 

by most respondents. This follows the following verbatim: 

“…the train should be departing and arriving at the times indicated in the schedule and 

provide flexibility to the customers so that people do not wait for longer hours” …. 

DO_195 

“…the train should be working on the weekends and not only from Monday to Friday 

so that passengers who are using the train do not have to suffer on the days it does not 

work…” RE_017 
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Improve security was suggested to make the railway transport attractive to all people with 

various security concerns. Passengers indicated that there is need to have security officers like 

police to be on the trains as per the following verbatim: 

“….to avoid accidents, the management of URC should put signals or personnel at 

different points especially those where the railway crosses the road ….” IG_242 

“….. I think police officers should be stationed at risky points such as railway stops 

and crossings and within the train to deal with the thieves who may also be using the 

train…”  DV_116 

 

Increase railway transport capacity to cover most areas in Kampala and improve rail transport 

facilities such as waiting room, washrooms, and the seats. This would enhance passenger 

catchment and integration of the railway with the broader transport network used by the 

travelers to the city. Some of the respondents said the following verbatim: 

“….. Government should provide funds to URC to enable replacement of the old 

locomotives and improve the facilities such as washrooms and waiting area to improve 

cleanliness of such facilities” …AT_049 

“…. there is need to rehabilitate the railway lines and locomotives to enable it reach 

many areas in Kampala” …ME_052 

 

Strengthening supervision and monitoring performance of URC employees working on the 

train through undertaking quarterly performance reviews and monthly internal audits. This 

would enable staff address customer concerns. Some of the respondents had this to say: 

“…..management should regularly supervise its staff working on the train to ensure 

that deliver to customers as expected” ….KP_067 
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“…there is need to ensure that staff especially those issuing tickets pay attention to 

individual customer’s concerns” …...MH_164 
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CHAPTER FIVE 

DISCUSSION OF FINDINGS, CONCLUSIONS, AND RECOMMENDATIONS 

 

5.0 Introduction 

This chapter presents discussion of key findings, conclusions, recommendations, the 

limitations of the study, and areas of further research.  Thus, the chapter is divided into five 

sections. The first section presents discussion of the findings according to the objectives of the 

study, the second section presents the conclusion and section three presents the study 

recommendations. Section four presents the limitations of the study while section five 

highlights areas for further research. 

5.1 Discussion of findings 

This section positions the study findings within the existing body of knowledge. The findings 

of the study are presented in the order of the objectives as detailed below. 

5.1.1 Determinants of service quality at Uganda Railways Corporation  

The study findings revealed fair service reliability at URC. Most respondents disagreed that 

the train departs on time or arrives on time. This means that the train movement schedule is 

unreliable and the passengers most of the time got frustrated with the longer waiting hours and 

delays. This means that service reliability was not fully upheld in service quality management 

at the Uganda Railways Corporation. These findings were in line with the findings of Kumar 

and  Jain (2017), and Magheswari et al. (2023) that customers expect service organisations to 

provide services free from deficiencies . According to Kumar and  Jain (2017) and Waris (2010) 

punctuality of the train has a huge impact on customers perception of the train services. This 

means that most customers were not always informed about the train schedules in time which 

constrains travel planning. Therefore, there is need for the management of URC to ensure 
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passengers are informed, when delays are expected so that they can plan their travels and 

appointments. 

With regards to service responsiveness, the study established that the aspect of service 

responsiveness was fairly upheld in the management of service quality at URC. The employees 

give prompt feedback, are always willing to help passengers, and are never busy to respond to 

your request. All these are essential attributes for an excellent passenger’s experience and 

satisfaction. This means that train attendants are willing to help customers and are knowledge 

in answering customers’ questions. This was seen at management and operational levels.  This 

has attracted more customers to use the train services. The literature stresses the importance of 

organizations solving complaints in order to maintain customer satisfaction and loyalty 

(Parasuraman et al.,  1985).  This finding was closely related with the findings of Bikramjit 

(2015), Sheeba and Kumuthadevi (2013), and Parasuraman et al.  (1985).   They demonstrated 

that the application of service responsiveness is an effective tool that organisation can use in 

managing relationships with customers.  

With regard to service assurance, the study findings showed that service assurance at URC was 

inadequately upheld as a service quality attribute. It was revealed that the behavior of 

employees did not give confidence about the service and some train attendants were not 

courteous (polite) to customers. This kind of behavior by URC employees does not inspired 

trust and confidence in the use of the train services. Consequently, passengers do not feel safe 

when travelling with the Uganda Railways Corporation train.  This scares away customers 

because they are not sure of their safety or safety of their property. This finding is agreement 

with experience of Natukunda (2021) and findings by Sheeba and  Kumuthadevi (2013) in 

India and Parasuraman et al. (1988).  Natukunda (2021) found that the train inspector was 

unbothered about the depature time of the train and the passengers who arrive in time as per 
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the train schedule. Also, Sheeba and  Kumuthadevi (2013) found that the behaviour of staff 

and co-passangers were significant determinants of customer satisfaction in train services in 

India.  There is therefore need for URC to train its employees in customer service to improve 

this aspect of service quality and re-define cutomer experience. 

Results related to URC’s empathy, revealed good empathy towards customers at Uganda 

Railways Corporation (URC). The findings showed that most respondents fairly responded 

positively to items about empathy which implied better treatment towards customers by URC 

employees. The URC employees gave passengers individual attention, understood customer 

needs, and showed employees sincere interest in solving client problems. In addition, the URC 

train operated at hours convenient to most of its customers. This means that URC has 

empowered its staff to help customers and ensure their satisfaction. These findings were in 

agreement with findings of Bikramjit (2015), and Parasuraman et al.  (1985). However, the 

findings showed a huge variability in the opinion of respondents as firmed by a high standard 

deviation in most aspects of empathy towards customers. This means that the attribute of 

empathy at URC needs to be improved in order to create loyal customers and improve its 

competitiveness 

With regard to service tangibles, the findings revealed that most respondents disagreed to the 

items about tangibles which implied poor tangibles at URC. The results showed that the waiting 

area was uncomfortable, the physical facilities are unclean and unappealing, and the 

locomotives are very old with dirty seats. On a positive note, respondents said that the URC 

employees always appear smart. All these attributes of service tangibles influence on customer 

satisfaction and loyalty (Magheswari, Vasanthi, Nishad, Vijayakumar, & Satyanarayana, 

2023). This means that URC has not done much to improve the environment of customers. The 

study findings were contrary to the findings of Ranjan et al. (2020) and Parasuraman, Zeithaml, 
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and Berry (1988) who found cleanliness of the organisational premises and equipment and 

accessibility to service facilities improtant aspects of service quality and positivley impacted 

customers satisafction and loyalty. There is need to improve the cleanliness of premises, 

facilities, and equipment in order to retain and create loyal customers given the competition 

from other modes of transport. 

5.1.2 Challenges faced by customers in accessing services at Uganda Railways 

Corporation 

The study findings revealed several challenges that were faced by customers in accessing 

services at the Uganda Railway Corporation. These challenges constrain access to quality 

services and an excellent passenger experience of the railway services (Adero & Aligula, 2012; 

MoWT, 2021; NPA, 2020; Munishi, Hamidu, & Shayo, 2021; Brumercikova & Adrian, 2016; 

He, Liang, & Fang, 2016). These challenges included the following: 

Delays and longer waiting hours at the station as a result of inconsistent schedules and 

occasional services which were not serving the interests of the passengers. This made it difficult 

for customers to adequately plan their journeys and connect to their destinations using other 

public transport such as taxis (Waris, 2010; Bikramjit, 2015).  

Delays and disruptions as a result of frequent unexpected breakdowns of the locomotives. The 

service interruptions are mainly due to inadequate maintenance of the old infrastructure. This 

challenge is a result of poor coordination between the different agencies and limited funding 

to the railway sub-sector in Uganda (MoWT, 2021; Brumercikova & Adrian, 2016). 

Limited payment and ticketing options. URC had only one mode of paying for tickets where 

payment was in cash and no alternative means of payment was entertained. Thus, passengers, 

particularly those who wish to use digital payment systems options like mobile money or 

electronic cards are excluded. Therefore, alternative alternatives of payment and ticketing 
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should be instituted by URC in order to provide better passenger experience and customer 

satisfaction (He, Liang, & Fang, 2016; NPA, 2020).  

Difficulty in reaching their destinations given that the train only provides connectivity only 

within the old railroads. Rail network does not reach many important locations around the 

Kampala Metropolitan Area. Passengers end-up using the alternative modes of transportation 

such as boda-bodas or taxi to reach their homes or workplaces and this increases the daily travel 

costs (Brumercikova & Adrian, 2016; Munishi, Hamidu, & Shayo, 2021). 

Poor customer service from train attendants and other URC staff. Passengers lacked 

information on train schedules and some employees were unresponsive to customer needs, 

which leaves passengers feeling dissatisfied and disengaged from the service. There is still 

inadequate skilled staff employed in the trains and therefore, the train attendants should be 

trained in customer care and empowered with information regarding the passenger train 

services (Munishi, Hamidu, & Shayo, 2021; NPA, 2020).  

Uncomfortable waiting area and poor cleanliness of the seats and locomotives, which was 

exacerbated by overcrowding in the compartments beyond the number of people they are able 

to accommodate. This is exacerbated by inadequate amenities/ facilities such as washrooms 

and waiting areas (Natukunda, 2021; MoWT, 2021). Passengers have a less enjoyable travel 

experience if stations do not provide them with basic facilities such as restrooms and waiting 

areas. Magheswari, et al. (2023) in their study assert that cleanlines of the service environment 

was important in influencing passenger satisafction. 

Limited accessibility of railway stations especially for elderly and persons living with 

disabilities due to the inadequate facilities during boarding and landing. This excludes this 

category of respondents from using the train services (Brumercikova & Adrian, 2016; He, 

Liang, & Fang, 2016). 
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Safety and Security concerns. Most passengers had safety and security concerns both while 

moving in the trains and while waiting at train terminals. This discourages most potential 

customers from taking trains (Munishi, Hamidu, & Shayo, 2021; Sathyanarayana & Sreenath, 

2017). This aligns to the fact that trust in the railway system was damaged when incidents such 

as theft, harassment, or accidents occurred. 

5.2 Conclusion 

This study assessed service quality management at the Uganda Railways Corporation. The 

study objectives were to examine the determinants of service quality at URC, to establish the 

challenges faced by customers in accessing URC services, and to propose strategies that can 

be used by URC to improve service quality.  

The study findings revealed customers were fairly satisfied with reliability and responsiveness 

dimensions of the service quality at URC. Travel tickets are most of times issued in time and 

the train operators inform customers about the next stop over in time.  Also, URC employees 

were willing to help by providing prompt feedback and responding to passengers’ requests. 

The train attendants’ demonstrated knowledge in answering customers’ questions and the 

passengers felt safe when travelling with the URC train. However, the train movement schedule 

is unreliable and the passengers most of the time got frustrated with the longer waiting hours 

and delays. Customers were not always informed about the train schedules. On the other hand, 

customers were dissatisfied with service tangibles especially the cleanliness of the locomotives 

and seats and other facilities such as toilets and waiting area, service assurance, and empathy 

towards customers at URC. The behavior of some employees did not give confidence in the 

service and were not courteous to customers and therefore did not inspire trust and confidence 

in using the service. Although the train operated at hours convenient to most of its customers, 
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the URC employees did not give passengers adequate individual attention or showed sincere 

interest in solving client problems. 

With regards to the challenges faced by customers in accessing services at Uganda Railways 

Corporation, the major challenges included: Delays and longer waiting hours at the station as 

a result of inconsistent schedules and occasional services which were not serving the interests 

of the passengers; limited payment and ticketing options for tickets other than cash; Poor 

customer service from train attendants and other URC staff as most passengers lacked 

information on train schedules and some employees were unresponsive to customer needs; . 

Uncomfortable waiting area and unclean seats and locomotives which was exacerbated by 

overcrowding in the compartments beyond the number of people they are able to accommodate; 

limited accessibility of railway stations especially for elderly and persons living with 

disabilities due to the inadequate boarding and landing facilities; and delays and disruptions as 

a result of frequent unexpected breakdowns of the locomotives.  

5.3 Recommendations 

From the study findings, the study makes the following recommendations: 

Uganda Railways Corporation trains its staff on customer service aspects and other service 

quality dimensions and customer expectations.  

Use of technology to enable quicker ticketing processes such as mobile money for payments 

and sharing of information to customers through WhatsApp or twitter.  

Ensure proper scheduling of the train by ensuring that the train departs and arrives on time as 

indicated in the schedule.  
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URC should establish a customer complaints system and ensure timely response to individual 

customer concerns in order to improve competitiveness of the rail transport compared to the 

other transport modes such as road. 

URC should outsource activities which third parties can perform better than the in-house staff 

for example cleaning the facilities. 

Improving safety and security to make railway transport attractive to all people with various 

security concerns. Police officers should be assigned to the trains along the railway line 

enhance security of passengers and the goods.  

Government appropriates more funds for railway transport to enable the train services to cover 

most areas in Kampala. This would also improve the cleanliness of rail transport facilities such 

as waiting area, washrooms and seats.  

Strengthening supervision and monitoring performance of the employees working on the trains 

through spot checks as supervisors disguise as passengers to monitor operations and 

undertaking monthly performance reviews.  

 

5.4 Study limitations 

Some of the limitations of the study included the following: 

The study was only limited to the Kampala Metropolitan area and focused on covered areas 

that were accessed by the passenger train. Individuals in areas that were not covered by railway 

transport were naturally excluded from participation. 

The study was completed in a limited period of time and thus constrained the level of detail 

obtained from the field. 
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Getting respondents was quite challenging and had to make several appointments. Luckily, 

majority of the respondents finally accepted and participated in the study.  

Having used the cross-sectional research design, the researcher collected data only once at a 

point in time. This limited the researcher’s exploration of other viable research designs such as 

longitudinal which enable the researcher to collect time series data on service quality.  

The researcher was limited by the study time scope which only targeted the current period. The 

researcher, therefore, did not focus on the previous period since the passenger train was 

operational.  

5.5 Areas for further research 

The following are suggested areas for further research;  

This study used cross-sectional design and therefore, further research could use other 

methodologies like the descriptive design to examine the dimensions of service quality at the 

Uganda Railways Corporation.  

This study focused on passenger train services and therefore further studies could focus on 

other services logistics management and freight services. 

Also, future studies could examine effectiveness and efficiency of the railway transport 

compared to other modes of transport like road transport in the Kampala Metropolitan area or 

explore factors that influence choice of the different transport modes of transport.  
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APPENDICES 

                              Appendix 1: Uganda’s Railway Transport Network 

 

 

Source: URC Website (18 September 2022) 
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                                    Appendix II: Krejcie and Morgan Table (1970)  

                          Table for Determining Sample Size from a Given Population 

N  S  N  S  N  S 

10  10  220  140  1200  291 

15  14  230  144  1300  297 

20  19  240  148  1400  302 

25  24  250  152  1500  306 

30  28  260  155  1600  310 

35  32  270  159  1700  313 

40  36  280  162  1800  317 

45  40  290  165  1900  320 

50  44  300  169  2000  322 

55  48  320  175  2200  327 

60  52  340  181  2400  331 

65  56  360  186  2600  335 

70  59  380  191  2800  338 

75  63  400  196  3000  341 

80  66  420  201  3500  346 

85  70  440  205  4000  351 

90  73  460  210  4500  354 

95  76  480  214  5000  357 

100  80  500  217  6000  361 

110  86  550  226  7000  364 

120  92  600  234  8000  367 

130  97  650  242  9000  368 

140  103  700  248  10000  370 

150  108  750  254  15000  375 

160  113  800  260  20000  377 

170  118  850  265  30000  379 

180  123  900  269  40000  380 

190  127  950  274  50000  381 

200  132  1000  278  75000  382 

210  136  1100  285  1000000  384 

Note.—N is population size.     S is sample size. 
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Appendix III: Questionnaire 

Section A: Introduction  

My name is Katusiime Patricia, and I am a student of the Master’s in Business Administration 

at Makerere University Business School. As part of the Program, I am undertaking a study 

titled “Assessing the service quality at the Uganda Railways Corporation” to help understand 

and improve the quality of service delivery at the Uganda Railways Corporation. 

All the information provided will be used for educational purposes only and will not be 

published in any way for public use. Please, for any information, contact me on +256 

755878740 or katusiimeepatricia@gmail.com. 

Section B: Demographic characteristics  

Please fill out the space, tick, or circle the number with the appropriate response. 

B1 Gender   1     Male               2       Female 

B2 Your age (in completed years) ………………… 

             1    21-30       2     31-40      3    41-50       4    51-60        5   above 60 years 

B3 What is your highest level of education?   

  1       Primary    2      Secondary    3      Diploma    4      Degree and above. 

B4 For how long do you travel in the train daily?             

              1    Less than 10 minutes                  2        11-20 min                3        21-30 min             

4      31-40 min          5       41-50 min      6        51-60 min        7        more than 60 min 

B5 How often do you use the train?      

             1     most of the time         2        some of the time    3     Rarely                4     Never 

B6 What is usually the purpose of travel?        

              1      Commute                     2    work related activities                 3         transport cargo            

4        entertainment or social activities    5          others (specify) ………………….. 

 

mailto:katusiimeepatricia@gmail.com
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B7 Employment status    

 1     Salary employment          2       self-employed         3      unemployed 

B8 What is your monthly income?     

   1     Less than 100,000/=      2      100,000/= to 300,000/      3     310,000/= to 500,000/=      

4      510,000/= to 800,000/=           5         810,000/= and above.  

 

Section C: Quality of services 

This section assesses how the quality of services delivered at the Uganda Railways Corporation 

(URC) is consistent with the expected standards and customer expectations.  

For questions C1 to C21, please indicate by ticking the appropriate box to what extent you 

agree with the following statements below based on a five-point Likert scale. SD (1) = Strongly 

Disagree, D (2) = Disagree, N (3) = Neutral, A (4) = Agree, SA (5) = Strongly Agree. 

 Question SD D N A SA 

 Reliability 1 2 3 4 5 

C1 Travel tickets are issued in time  1 2 3 4 5 

C2 The train departs on time 1 2 3 4 5 

C3 Train arrives on time 1 2 3 4 5 

C4 Train operator informs customers about the next 

stop over in time 

1 2 3 4 5 

 Responsiveness      

C5 Customers are always informed about train 

schedules. 

1 2 3 4 5 

C6 Employees give prompt feedback 1 2 3 4 5 

C7 Employees are always willing to help passengers 1 2 3 4 5 

C8 Employees are never busy to respond to your 

request 

1 2 3 4 5 

 Assurance      

C9 Train attendants have the knowledge to answer 

your questions 

1 2 3 4 5 

C10 Train attendants are consistently courteous to 

customers 

1 2 3 4 5 
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 Question SD D N A SA 

C11 The behavior of employees gives me confidence 

about the service. 

1 2 3 4 5 

C12 I feel safe when travelling with the Uganda 

Railways Corporation train 

1 2 3 4 5 

 Empathy      

C13 Employees give passengers individual attention 1 2 3 4 5 

C14 Employees understand customer needs 1 2 3 4 5 

C15 The railway train operates at hours convenient to 

most of its customers 

1 2 3 4 5 

C16 When you have a problem, employees show 

sincere interest in solving it 

1 2 3 4 5 

 Tangibles      

C17 Waiting area is comfortable 1 2 3 4 5 

C18 Uganda Railways Corporation has modern 

looking equipment 

1 2 3 4 5 

C19 The physical facilities are always clean and 

appealing 

1 2 3 4 5 

C20 Uganda Railways Corporation employees 

appear smart 

1 2 3 4 5 

C21 The train and seats are always clean and 

appealing 

1 2 3 4 5 

 

C22 What challenges do you face in accessing Uganda Railways Corporation services? 

i. ………………………………………………………………………………… 

ii. ………………………………………………………………………………… 

iii. ………………………………………………………………………………… 

C23 What can be done to improve the quality of railway services provided by Uganda 

Railways Corporation? 

i. ………………………………………………………………………………… 

ii. …………………………………………………………………………………. 

iii. ………………………………………………………………………………… 

Thank you for your cooperation 
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                                Appendix IV: Introductory letter from the University 

 

 


