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Abstract

The taxi industry habeen an alternative to public transportation for many years. The iridustry
growth was spurred by the increasing population and the inability of the public transport system
to meet the growing demand for transportation services especially in towns @&tlasy Before

2016, the traditional taxi was the only taxi transport service available in Dar Es Salaam.

This study aims at assessing the extent to which-ttséliag system has changed the taxi transport
services in Tanzania especially Dar es Sal&&#min terms of pricing, security, and accessibility.

The problems were prominent during the traditional taxi era. Three specific objectives are
addressed by this study, first is to determine the extent to which the pricing mechanism has
changed since #introduction of the-@ailing system. The second is to find out how #e&iing

system has addressed the security problem on Taxi transportation and the third is to assess the

extent to which the-bailing system reformed the accessibility of the Tsetvices.

Features like the ability to find the forgotten/lost item which had a total of 1G&pescored for
the features provided bylailing taxi system, or ability to safely use to send a parcel or family
members this finding scored 74 peent, cofirms how secure and trustworthyhailing is

compared to a traditional taxi.

Pricing of the ehailing service was found out to be attractive by customers, as they would be able
to see an initial price before calling thdailing taxi. The motivation dhe initial price for users
scored 98 pecent. For the users, this was an essential factor as it allows them to know if they

would afford to pay for the trip or not.

The issue of accessibility of taxi service, Dar es Salaam city people have confirrmisdsiody
that, ehailing service was more accessible during an emergency (night) or rain. Findings to these
categories scored severtix percent (76 pecent,) which confirms,-gailing taxi service is more

conveniently accessible in cases of emergeoncypared to a traditional taxi.

This study recommendeédhailing taxi service providers to expand their services countrywide and
not only to base on some major cities. To improve customer support and enhance more features

for security and pricing
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CHAPTER ONE

INTRODUCTION AND BAC KGROUND INFORMATION

1.0Introduction

This chapter introdussand build background information regarding the topic efaling and
its implication towards Daessalaam residents. Latghe researcheas specifyingthe stamen
problem along with objectives and research questions vanezised to develop a framewadtiat
is used in data collection, analysand presentatiorAlso, in this chapter significance of this

studyis shown as well as anticipatdimitations in the field for this study.

1.1Background

Thetaxi industry has been an alternative to public transportétioma ny year s. The i
growth wasspurredby the increasing population and the inabilitytloé public transport system

to meet the growing demaridr transportation servicesspecially in the towns and large cities.
Compared with other public modebf public transporttaxi provides high flexibility and
convenience for low transport volume andah provide door to door servgavailable 24 hours

on 7 days per week. Alstaxis are not bound to fixed routes or predefined access points, therefore
they operate flexibly and can instantly meet new dentlrbdn & Technical(2016. There were

no formaltaxi companiestaxi drivers an their own business but they were regulated by the
government. They always pattat s peci f i cTaxssttaamddss 0c altloedget ser
to go to thosdaxi stands and pick one or contact the driver by personal mobile phones if he
previously got the number

Recent technological developmsim information technology have petmated many markets,
among others is the online transport business Tr@M16). The internet has made it easier for
people to connect and the interbetsed services provided a drastic reduction in transaction costs
between users and providerenten & Windekilde(2016) The growth of the internet, the
globalisationof trade, the advanced communication systems, challenges the internet technology in
supplying of new business model, new business process and new ways of marketing and
distributing products, services and knowledge Damaini €Cd8). Just like €ommere grew
rapidly, the development of mobile devices has grown rapidly too, in the last decaocle
emerging smartphone devices influenced the increase in mobile usége (R009), as aesult

internet userincreased in the whole world, Tanzania in patdc and hence increase of e
1



commerce marke8Billions of dollars have gone intthe development of the onlinleasedtaxi
business leading to impressive market penetration in less than te@gaargy (2018)The online
transport businessasfirstly popuarised inthe U.S. and UK in the pasiwenty years, and then
have a booming developmentthrerest of the world, Tanzania in particular.

Problems inthe traditional taxi industry coupledwith technologicaldevelopment ledo the
evolutionof the e-hailing systemwhich allowedconsumers to use their pharie complete a trip
requiement Ube(2020). E-hailing systenuses a mobile application to matatlerswith drivers
through the application of an internet platform. Unlike ordin@yi companis, the e-hailing
company suclasUber, Bolt, Little ride and Exicabboesnot own its vehicles but only works with
existing privately licensed drivers, which makiese-hailingsystem a platform matchmaker rather
than a transport provider.

Uber is aransport service offered through a mobile phone applicatiotd bbackgdosind can be

traced backo 2008 aftethaving trouble hailing a cab on a snowy evening in 2008, Travis Kalanick

and Garrett Camp came up with the idea of an app which orders aittideothing more than a

tap on a button Uber Technologig20a). The idea led to the founding of Uber Technologies

Inc. in 2009 Kalanick developed an iPhone app and noticed an opportunity in San Francisco, a

city notorious for a highly regulateexi industry with high prices and insufficient servid&sng,

G., & Potenza, (2004Jber positions itself as a tascah comp
ride, asandwich, or a package, we use technology to give people what they want, when they want

i tUbeér Technologie@020a).Uber 6 s i dea of bringing supply a
services together omaCT-platform has now, in 2016, spread to 503 cities in 73 countries across

the globe Uber was launched in Dar &alaamin June2016,being 475th city to use Ubes an

alternative form of transport The Citiz€2017)

1.2 Statement of the problem
Thetaxi industry has been an alternative to public transportéton many year s. The
growth was spurred by the increasing population and the inabilttyegfublic transport system

to meet the growing demairfor transportation services especially in towns and large cities.

Before June 2016he traditionataxi wasthe onlytaxi transport service available in
Dar es Salaam. Thigaxi transport service posed many challengéhudu (2013) pricing

mechanism was not standardised, there could be different charges for the same route and the
2



passengerbBadto negotiate before boarding into ttexi. Another problenwas security issues
such as hijacking that can be involvedami transport service made stakeholders to sometimes
doubt whether itvassafe to take/provide the serviddso,with traditionaltaxi services, it seemed
difficult to verify the identity of the driver as well as the oacase of any incident that may need
to be traced and identified. Moreover, the accessibility of thhragé@ionaltaxis waschallenging

as theseaxis wereonly available aspecifictaxi stands, to get services dnadto go to thosé¢axi
stands and pick one or contact the driver by personal mobile phones if he/she previously got the
number, and that klighe probability dependingn whether the drivewasavailable or natAlso,
most of thetaxi werecentred ata high population othetown cente, these mde the rider from

off town cente have to go a distance to pick upaxi, as ths limits the accessibility of thaxi
serviceThis research proceeds to assess the extent to whicthé#ilengtaxi systemhas addressed

these challengdn terms of pricing, security and accessibility

1.3Research objective
1.3.1Main Objective

This study aims at assessing the extent to wthieg-hailing systemhas changed thaxitransport
services in Tanzania especidlyDar es Salaam Ciiy termsof pricing, security andaccessibility.

The problems which were prominent during the traditioaelera

1.3.2Specific objectives

1 To determine the extent to which pricing mechanism has changed since the introduction of
the ehailing taxi system;

2 To find aut how the ehailing taxi system has addressed the security problentarin
transportationand,

3 To assess the extent to whittte e-hailing taxi system reformed the accessibility of the

taxi services.

1.4Research questions
1. Howthee-hailingtaxi system changetthetaxis er vi ceds pri ce mechani
2. How do people perceive security thre e-hailing taxi systencompared to traditiondéxi
service?

3. Howthee-hailingtaxi systentransformedhetaxis er vi ceds accessibildi
3

t



1.5 Significance of the study
This studyis addng value to the management and operatiorth®faxi industry in Tanzania as
outlinesresults thaareuseful to operators and stakeholders in improving processes and procedures
aiming at achieving quality standardstermsof pricing, security and accessibility
To researchers, the stuthyenrichng the existing database of studiestbae-hailing taxi system
in Tanzania as is used as a basis for further research.

1.6 Study Limitations

No studyis without limitation Creswel{2013, this studywaslimited bytheavailability of funds
to accomplish the studyinte as well as thability of respondents to provide required and adequate
information. Also, the studyhas interfered with COVIEL9 crisis which hinded the data
collectionas well as visiting of ailing service providers as their offices are closed until the
report is preparedt was difficult to follow the respondenindividually insteadof the online

surveytool (www.surveypanet.comr was used. Thougheveralquestionnaires are sent the

response was very lowAlso, the online surveyquestionnairemay reach a certaiolass of
respondenleaving other class unreached

1.7 Organization of the Study
This research is divided into five chapters. Chapter one provides the reader with an understanding
of the background of the study, statement of the research problem, objectives of the study, research
guestionssignificance of the study, justification ofdlstudy and organization of the study

Chapter two consists of conceptual definitioasheoretical framework of the study, empirical
analysis, research gap and conceptual framework of the s@bgpter three will discuss the
methodology, analysis, sgling and the survey method. It will establish the process of how the

guestionnaire will be designed, distributed and the data collection.

Chapter four willaddress theesults fromthe data analysis and discussidbhapter five will
discuss thesummay, conclusion and recommendations this research, it will providean

interpretation of the results, limitations of the study.


http://www.surveyplanet.com/
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CHAPTER TWO

LITERATURE REVIEW

2.1Introduction

This chapter discusses the literature relating to the advent chiiérey taxi system in Tanzania.

It covers the theoretical part, empirical part as well as the conceptual framework. In this chapter,
the literature is reviewed both the theoretical ahdt has already been researched upon by other
scholars as weklisreviewing andthereafter we arrive at an existing gap between what has been

researched and what ned¢d be researched

2.2 Definition of Key concepts
This subsection contains the list ami@finitions of terminologies used in various chapters of the
study. The aim is to make sure every terminology is clear and defined according to the context of

the study. Such terminologies include:

2.2.1Taxi Transport
The waxodr@éferscltowia hvehidri ver avail Brbdne f or
& Technical(2016)this is not the only definition adtaxi, each place has its definition of what a
taxi is Cooper, Mundy & Nelsor{2010)and varies from country to country and in some cases
from city to city. Various definitions have their pros and cons, for examsplae definitions
exclude the prbooking market segments as in the WKban & Technica(2016)
For this studyt he wesi® damie cars wused for public transp
personal transport services. They can be divided into three broad cdegtannd, hire and online

Taxi.

Taxi stands tfaditionaltaxi) in this model thdaxi is available for hire at the designated places
where aaxi can wait for passengers and vice velsi are forming queues and served with First

in Firstoutrules while passengers take the ftesti in the queue. Customers must walk until the
nearestaxi stand. which are usually located outside major transport hubs for example at airports,
railway stations, hotels, cityentes or other transport nodésrban & Technica{2016) Common

traditional Taxi is Taxi with belt and dome at the top of the car, for example in Dar es Salaam in

6



llala municipalityTaxido s dgr@een beltThe second category Tsaxi for Hire in this model the
taxi is available for hire in hotels and airport. Thigxi model is accessible for most cases with
hotel customers and theyesomehow luxuries and famiecab also is a bit expensive compared
to thetaxi stands. The commataxi for hire in Dar esSalaamis Talkims, First CaRental and
Volo.the last category isxi Online (e-hailingtaxi system theseare emergingaxi services where
the customers calltaxi through a mobile app and tkexi come to pick up from his/her place, the

commone-hailing taxi systens are Uber and Bolt

2.2.2 E-hailing application

The E-hailing applicationprocess of ordering #axi via mobile devices O EO® here r ef
6el ectronicd and oOhai | 8igndliegamapprdathiataxicabatalsipt i on a l
(Dhawan, 2019)E-hailing application is a software programasmartphone which performs one

or more of the following functions; 1) all@passengers to identify the locationsaofavailable

taxi; 2) allows drivers to identify passengers who are ready to travel; 3) ajfaasengers to hail

a taxi via mobile applications; 4) allosvdrivers to receive hail requests; and 5Spd&yment
(Ruangkanjanases & Techapoolpif18). E-hailing companies sucasGrab, Uber, LyftDidi,

Taxify, Moovin and Boltusea platformbased model by coordinating rides througldigital

platform that connects drivers and passengers via mobile applications Nicholl & Armstrong
(2016).

2.3 Theoretical Perspectives

To review the advenof the e-hailing tax application, we reviewseveral theoreticakinds of
literatureregarding theopic. Thregheories connecting to this studsereviewed Technolaical
AcceptanceModel (TAM), InstitutionTheory and Diffusion of Technologyheory.

2.3.1 Technological Acceptance Model (TAM)

The Technologal Acceptance Model (TAM) is an information technology model that has been
developed to study the individual acceptancthetechnology. The individual magonsiderthe

fact that this technology has ease of use and utility to itselfrdefocepting the tbnology
(Global, 2015)

TAM hypothessed that the acceptance of the information system is deterivased ortwo main

variables that are; perceived utility and perceived ease ddass (1989).The author explained

7



that peceived utility and perceived ease of uskect people's attitude towards the use of
technology. It means that if people perceived the usefulness and ease of use of any technology,
they would have the right attitude towards the use of such technologpthadevelofpehaviar
intentionsto be used and, ultimatelyreate a real use of the syst®avis (1989).

Different types of researdiave shown that the theory of diffusion of innovation and the model of
acceptance of technology could be used to explore the influence towards the acceptiaace of
technology. Lee's previous study suggested that utility, ease of use and word of mouth are
important in the intention of initialladopting mobile technologyee (2003. Pavlou's previous

study also suggested that trust was the direct variable, while perceived utility and ease of use were
indirect variables of the intention to carad ecommere transaction®avlou (2003)This theory

is assistingus in determining which factors influenced Tanzanians in accepting and using this e
hailing taxi services, is it therice or they feel safe using these platforms or is it that they are eas

to use.

2.2.2 Diffusion of TechnologyTheory

The theory of the diffusion of innovations was introduced by Everett M. Rogers in 1962. It is the
theory that explains what factors would influence people to adopt innovations. Rogers carried out
numerous studies in variouselfls, such as marketing, public health and communication
technologies, and concluded that it should not be assumed that all innovations\akeet units

of analysisGlobal (2015)Rogers also identified five characteristics of innovations that inflien

the rate of adoption of innovations. The five characteristicseletive advantages, compatibility,
complexity, traceability and observability.

In summary, the dissemination of innovations is the process by which innovations communicate
over time though specific channels amongmbers of a social systeatobal (2015)Combining

all the features, perceived innovations with greater relative advantages, compatibility, test
capacity, observability and less complexity are more likely to be adopted mckky gtihis theory

is concurrent witithe Technology Acceptance Model. In this stutlyey play almost the same

role. However,with technology diffusion theory, ware guided in reviewing issues relating to
relative advantage, compatibility, complexity, traceability and observability-lrdilang taxi

service in Datessalaam, Tanzania.



2.2.3 Customer SatisfactionModel

Service quality has received extensive researchtateSchneider & Whit€2004). Perhaps this

is due to the critical nature of the subject and its implications for customer retention and
profitability of business orgasatians. Service quality hagenerally been defined as tthiéference

between customer expectations and perceptions of a service experience G(aO8ds
Parasuraman et al1988). In determining service quality, customers compare their perceived
service expectations with perceived service received, and lattee service falls shouf the

expected service, they are dissatisfied. However, if the perceived service quality received is above
expectations, it results in satisfied customers Andregd$£%).Chen and Chang (2013) on the

other hand, define peicv ed qual ity as the customero6s sub
experience of a product or serviddus,service quality is a subjective evaluative judgment of a
consumer 6s e x p e rriormancedabbdkar,s8ShephatdTharpe @00Q; €ronin

& Taylor (1992). Service quality starts from the needs of custs and end with customer's
perceptions. Service quality in the contexti@public transportation systehas been defined by

Middleton (1998) as consisting of internal and external factorwhi ch i nfl uence a
perception of public transport service$orsu 015) showed that service quality, reliability,
nonstop service, safety, comfort, affordabil
satisfaction of theervice.This study analyzthose, through viewing the rating system of current
e-hailing platforms across DasSalaam. Core objectigareto identify if these platforms have

arating feature which allows customers to show their satisfaction with-tiadieg taxi-related

service they receive.

2.2.3.1PerceivedPrice

Calabuig, Nufepoma, Pradegascé and An62014) define perceived price as an individual
belief of the priceaboutthe quality of the product. Perceived Price in terms-b&iéng system
perspectives is the value thre amount that is charged to passengera faxi they want to hire.

Price in the context of services plays a critical role since it is the key element in the marketing mix.
In this study it teststhe assumption of this model to see whether&s=8alaam based-kailing

clients proclaim perceived price as a factor in their satisfaction equation.



2.2.3.2Perceived Security

This variable talks about safety features of the cab and the availability of driver; information of

the respectiveaaxi, according toCeder, Chowdhury, Taghipouran & Ols€013) for service

quality, trip attributes such as personal safety, journey time, reliability of connection, transfer time

and information related to transfene the key indicators ttravdl e pescéption of transfer routes

and personal safety at stations which have been revealed to be the most sensitive factor in
travele r dedision to use public transport, In the contexthefe-hailing system, their perceived

safety concerns areregarti g t he drivers, passengBoDsres pri vat
Salaam based-kailing commuters and drivers feel safe usinigading taxi service and what

causs such perceptiors also a guideline whicls testedn this study?

2.2.3.3PerceivedAccessibility

This another important implication difie e-hailing system, and it refers to the ease of availability

of the service whenever required &itmani(2080) pass e
defined fnaccessisbkofleachinyg goodsf serwvices, testination and actvities

which together are called opportunities and it is the goal of most transportiestexicept the

smal | portion of travel in which mobility is
accessibility plays a critical influeneenc ust omer sdé i ntention because
choose on servisavhich are accessible to reach their destination intereisaillag applications

require smartphorsawith internet toaccesghem We use this model to identify whethée user

mustknow uses othemobile application.

2.4 Empirical literature review

Kotler & Armstrong @017)suggested thatrige is the amount ahoney chargeébr a produt or

service; the sum of the values that customers exchange for the benefits of having or using a product
or service Kotler & Armstrong 2017)defined price as something that can be measured which
consists ofseveral indicators, such as the affordable price, the fair price, discounted price,
competitor price, and price suitabilitgrewer & Button 2008)stated that price ianimportant
indicator inthetransportation industry which affesthe affordability of service and fares charged.
Zeithaml et al.(2012)explained that price is an essential indicator for quality aatittecustomer
value. Considering the securigrazil & Kirk (2016)had mentioned thatkér services reduced

drunk driver accident, customers have opitm choos¢éhe mode of payment ashér connects
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the driver and passenger gimartphoneso the passenger can know and evaluate his driver before
agreeingo use the servicélorsu(2015)showed that service quality, reliability, nonstop service,
safety, comfort, affordability and driveros
service.

As stated byGeradin(2015)Uber is userfriendly and it can transmit the information regarding

the location of the car requested with the capability to traokjoing progress by usin@
smartphoe. By requesting a ride usingp&l a passengear monitor the progress of théé&f car

than waiting for the traditionaéxi and wondering when will reachthe destination. Tik is useful

for passengers asbdr appaid them to easily request arbéf car to pick them up at the exact
location and they do not have to walk up to la#axi or any other public transpoReng, Wang,

He, Guo, & Lin(2014)in their studies stated th#te e-hailing sevice helped in increasing
perceived usefulness, ease of use, playfulness and subjective hokiasg & Zhang (2016)
mentioned that Uber promoted trip bundling and greater use of alternative transportation and can
be a solution to traffic congestion in urban areas. Based on the previous sNgly(B015) Uber
provides better services thaaxi services witha faster tme, reduce cost of money, cost of
waiting, it is convenient and they are more concerned with handicap passengers. Uber service is
always on demand for its availability and accessibility because teclcailagvancement makes

them possibleAlley (2016)in his study of the Impacts of Uber Technologiegshe Nev York

City Transportation Industry stated that Uber
transportation options for people living a considerable distance frohe praimsportation options,
asHarding, Kandlikar& Gulati (2016)indicated thataxi app would improve on private car use

and the pricing is vergompetitive thara traditionaltaxi on the same journey.

Perceived price is one of the main factors that influence pas$esigeice and competitof.eo,

Mustaffa and Roz{2018) stated that the ability of companies to engage in surge pricing and
primetime pricing allowed companies to attract passengers and have a competitive advantage over
aconventionataxi. Belk (2014)asserted that the reason why consumers participate in the sharing
economy ighatit allows access to desired products and services at a lower cost.
AckaradejruangsriZ015)in his studyon Grabcar in Thailand mentioned that since one of the
many benefits of using the App is sharing the ride location, phone number, plate number and the

estimated fare beforehand, to a certain degree the passengers feel more secure and less anxious.
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In a similar study he found that major concerns among the passengers are mostly related to

perception, accessibility and technology adoption.

2.5Research Gap

Sincethe e-hailing taxi system is a recelgtadopted technology in Tanzantagre is a lack of
enough literaturdo indicate the implications of it technology.However,in other African
countries including Kenya and Nigeria, some resehadalreadybeen undertaken in an attempt
to discover implicatiosof the e-hailing taxi systemat large.This research aints setup abridge
and reduce the knowledge gap that exisgardingthe e-hailing taxi systemand its implications

in price, security and accessibiligspecially in Tanzania.

2.6 Conceptualframework

A conceptuaframeworkis an analytical tool with several variations and contexts. It can be applied
in different categories of work where an overall picture is needed. It is used to
makeconceptuatlistinctions and orgase ideasFigure3 illustrates the conceptual framework for

the advent ofthe e-hailing systemand its implications on pricing, safegnd accessibility

Advent of the ehailing System

DEPENDENT VARIABLE

INDEPENDENT VARIABLES

Figure 2 Conceptual framework
Source Researcher 2020
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From the conceptual framework abotiee customer and business owner satisfactuith thee-

hailing taxi system isthe dependent variable, theege three independent variables perceived
accessibility,security and priceThe frameworksuggeststhat when perceived accessibility,
security and price meet the customer and business owner satisfaction then the modekcontinue
when perceived accessibility, security apdce donot meetthe customeand business owner
satisfaction then the innovatiaresume until bothcustomer and business owner satisfaction is

met
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CHAPTER THREE

RESEARCH METHODOLOGY

3.0Introduction
This section presents the research design of this study as well as the population of which samples
aredrawn, sampling techniques, types and sources of data, methods used in the collection of data,

reliability and validity of data and methods of data analysis

3.1Research design

To understand the pricing, security and accessibility as well as the implicafitrese-hailing

system orthetaxi transport industryA case study designasapplied in conducting this research.

The case study method is a popular form of qualitative analysis which involves a careful and
complete observation of social units, be simt person, a family, an institution, a cultural group

or an entire community KothafR004). This approachllows for deep investigation and deep
analysis of required informatidrasedn the study objectives. The researcher asttgptase study
method because of its flexibility in data collection and it does not demand comparison. It provides
anin-depthanalysis of the study facts because it involves describing the study area inAdistail

it gives a chance of investigating thesea of occurrence iareallife situation, itis less costly

as well aghe most popular.

3.2Description of the study area
This studywasconducted in Dar éSalaamDar esSalaancovers an area @pproximately 1800
sq km, witha population of 4.3 million according the 2012census. Administrativelthe city is
divided into five municipalities, namellala, Kinondoni, UbungpTemeke and&igamboni The
studyis basedn Dar es Salaam because it is the wibych was the first tgtart usinghee-hailing

system and ivaseasilyaccessible by the researcher

3.3Sampling

Sampling is defined as the selection of some of an aggregated or tbtd#gg onwhich a
judgment or inference or totality is made Koti{@6004). The studwasconducted from a selected
representative sample ehailingtaxi usersdrivers transport authority and Uband boltstaffin
Dares Salaam. Thpopulation includegparticipantsvho usel Uberand boltsservices

14



3.3.1Sampling Technique

The studyusespurposive sampling. This type of sampliwgsused to get theespondentsvho

are involved in answering the questionnaire. Only those respondents considered capable of
providing relevant information and answering questionnair@® consultedSekaran & Bougie
(2016)

3.3.2Sample size

This selectionaimed at fulfil ling the requirement of efficiency, represerdatireliability and
flexibility. The minimum sample siz@cludedforty-four (44) usersof the ehailing taxi services

The sample siz&vasdetermined based on the formula developed by Yamane, T (1967).
n= N/ (1+N (e) ?)

Whereby;

n = estimated individual sample size,

N = total numbepf people within the studgrea

e = standard error, for exampléb percent(0.15)areused to obtain managegbl

Respondents (Yamane, 1967)

3.4 Data collection
Semistructured questionnairegere used to collect primary data from usersadbxi in Dar es
Salaam. Secondary dateere collected from various sources such as reports within the transport
industry, documentaries and reports from recsgghjournals, books and other publications as well

as documentaries.
3.4.1Types of Data

To gather relevant, sufficient and convenient data the researcldraisgrimary and secondary

data.
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3.4.2Primary data

The primary data wereollected directly from the respondents the researcher in théeld

through observation, questionnarand interviews to the users ohailing services

3.4.3Data Analysis

Data analysis is the process of gathering, sorting, aiggnand structuring data. The process
involves the ordering and structuring of dédaproduce knowledge Magig2013). The study
colleced both quantitative and qualitative data. Quantitative data includes data which can be
guantified and verifiedand which enable ¢ statistical manipulation. Theskatawere coded,
organged, processed and converted into tables by using Statistical Package for Social Sciences
(SPSS)version 25compuer software Responses were coded numerically, assigned in numbers
from 1 to 2 or 6, depeiny onthe number of response options.

Also, qualitadive data cannot be expressadterms of numbes. they include virtually any
information that can be captured and not numerical. Nominal data relating toesmriaimic
characteristics were categwt based on the specific scales, numbers and freqeeridie
ordinarydatacansimply beplaced into categmsed based on some common trait and then ranged

accordingly fronthelowest tothe highest, for examplesatisfaction levelsvere ranked.

3.5Pilot study

Before diving tothe actual conduct of this researcfhe researcheatecided to collect data from

eight (8) respondents and testif the took werevalid and reliable. Dataerecollected using
guestionnaire tool which can be foundAppendix I. After data collectiorihe researchecoded

the answers systematicalty can assign eacbne to variables (questions). Presentation and
discussion of the portion of the data for section one which is demographic data and section two
whichis aboutheusefulness athe e-hailing taxi systemsare presented in chapter four.
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CHAPTER FOUR

FINDINGS AND DISCUSSIONS

4.0Introduction

This chaptepresentshe findings after thoroughly anaingthe collected datasing SPSS version
25.This chapters divided into four sections fahesmodh organsatian and follows up of thekey

issues addressed by this study. Sectionestieely focugs on demographic datand usefulness

of e-hailing taxi service Section twoaddresses the perception of primvards customer
satisfaction while section three and four address the issue of perceived security and accessibility

concerningcustomer satisfaction.

4.1 Demographic data of respondents

Forty-four respondentsvere asked to fill out the questionnairand theobtained data were
summarsed, coded and then entered to SPSS tool and the folloesuifas presented in table
4.2 below,

4.1.1 Gender of the respondents

It is important to determinghe demographic disparity of gender of the respondents when
conducting a study. In the quest to fulfilling the main objective of this study wraslassessing

the extent to whiclhe e-hailing taxi systemhas changed thaxi transport services in Tanzania
egeciallyin Dar es Salaam City in terms prficing, security andaccessibility.This study asked
the respondents to indicate their gender and answers provided were digtdestnmale or

female.The analysis of responsdo these questiornis indicated infigure 4 below;

Figure 3 Gender of the respondents

Female

Male

Source:Survey Data,2020
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The ptal number of responderfty this question &s44. Majority of themanequivalent 066.8
per centof all respondents were male while 49&r centof the respondentserefemale. This
implies two things, either majority of-leailing service usersvere male or the sample of the

population waslominatedoy male respondents.
4.1.2 Age of the respondents

It is important to determindemographic diparity of ageof the respondents when conducting a
study. This study asked the respondents to indicateageand answers provided were igd
as below 25 years, 280 years, 451 years and above j@ars The analysis of response to this

guestionis asindicated infigure 5 below.

Figure 4 Age of the respondents

90.0
80.0
70.0
60.0

50.0

Percent

40.0
30.0
20.0

10.0

i=

Below 25 years 26-40 years 41-50 years 51 years and above
Age

Source: Survey Data,2020

Data presented ifigure 4.2 above indicatéhe demographic disgrity of respondents age in four
different age groups. Majority dhe respondentg77.7%) fell under the age of 280 years,
followed by age group of 430 years with 18.per cent Below 25 years and above 51 years
group, bothhadanequivalent frequency percentage of ge3cent With these datat is obvious
the agegroup of 2640 yearsvere the main users oflailing servicesThis might be because this

age grouphad more work movemestor social movemestthey could travel long distance to
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follow entertainment or social networkinglso, this age grouponstitutel young people who
were life beginners sine majority of them had nprivate casto use in their private movement

4.1.3 Education of the respondents

It is important to determinéhe demographic disparity of educati@i the respondents when
conducting a study. This study asked the respondents to indicatedoemtionand answers
provided were didded asnot at school, secondary school and sastondary school' he analysis

of responsgto this questioms asindicated infigure 6. below:

Figure 5 Education of the respondents

100.0
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Level of Education

Source: Survey Data,2020

Presented data iiigure 6 above indicatehe level of education of the users chailing serice.
The am wasto determingheinfluence of education in the usage dfaling services. Majority

of the respondent$88.68%) indicatedthatthey had postsecondary. Respondents with secondary
education were 9.fiercentwhile those with n@ducatiorat all were 2.3ercent Thesefindings
imply that education influencetheusage of éhailing servicesThis could be becauslucation
made it easy for users ofailing taxi services to usesmartphone with-@ailing applications
Also, it could be becausmost of the educated respdents were employed in the city Centre so

they could affordhe cost of ehailing taxi services
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4.1.4 Occupation of the respondents

It is important to determinéhe demographic disparity of occupatiaf the respondents when
conducting a study. This study asked the respondents to indicatedbepationand answers
provided were dided as employed, sedfmployed and none of the abovEhe analysisof
response tthis questionis asindicated infigure 7 below:

Figure 6 Occupation of the respondents
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Source:Survey Data,2020

Presented data frgure 4.4above indicate levebf employment of the users otailing servics.
The am wasto determingheinfluence of employment in the usage diailingtaxi servicesThe
majority of respondentf93.2%6) indicatedthatthey were employed.Self-employedrespondents
were 4.5per centwhile those who were sefmployed were 2.8er cent These findingsmply
thatmanyusers of ehailing servicesvereemployed people.Thesewere peoplewho were very
busy and needegquick transport.These findings correlate with the above findings that stiaiv
most users of-dailing servicehadpostsecondary educatiaandthese came frorthe age group

of 26-40 years which is the working groupthe category
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4.2 The usefulness of Ehailing taxi service

Several key issues were asked to respondents to identify their perseptithe usefulness of e
hailing taxi services. To identify the usefulness oflgailing taxi service, eight different questions
were asked to respondents to determine their response on theT$suisdingsandanalysisof

this opic are presentdaelow:
4.2.1 How long have youbeenusing ehailing services?

To identify the usefulness dfie e-hailing taxi services, This questionasked the respondents to
indicate the duration since theyrséal using the-ailing taxi systemand answers provided were
divided asjess than one yedretween one year atitteeyears and above three yedre analysis

of responsgto this questionms indicatedn table9. below:

Figure 7 time on using ehailing taxi system by respondents
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Source: Survey Data,2020

Forty-four (44) respondentsvereasked to respond this question regarding their lengtbf time
since they startedusing ehailing taxi services. The findingsindicated thatthe majority of
respondenté68%)were using the ailing systems$or 1-3 yearswhile 25 percentof respondats
had been using the serviaesre tharthreeyears and those with less thameyearwere 6.8per

cent this impiesthat many users are shifting from traditionali texxe-hailing taxi system
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4.2.2 How often do you useéhe e-hailing application on your phone?

This wasanother question asked respondentdgd@terminethe usefulness dahe e-hailing taxi
systemsandtheanswers provided were divided as; | usegularly, | rarely use it and | never use

it. . The analysi®f response to this questi®mas indicatedn figure 10below:

Figure 8 How often do you usedhe e-hailing application on your phone

80.0
70.0
60.0
50.0

40.0

Percent

30.0
20.0

10.0

0.0
| use it regularly | rarely use it Never

how often do you use-tailing application

Source: Survey Data,2020

Forty-four (44) espondentaere asked to respondttis questionThe findingsndicated thathe
majority of respondent&’0.8%) usal the ehailing system reguléy while those who rarely ude
it were 27percentand those who never ubé were 2.3percent Thesefindingsindicate that

most of the respondés useal their ehailing applicatios to request ehailing services
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4.2.3 How many E-Hail Taxi servicesdo you use?

This wasanother question asked respondentexjolainthe usefulness of-leailing taxi services
and answers provided were divided as; only one &ygkmore than one typélhe analysiof

response to this questieas indicatedh figure 11below:

Figure 9 e-hailing Tax systems used by respondents

More than one
type

Only one type

Source: Survey Data,2020

On this questiorgnswers shovthatthe majority ofresponderst(54.5%) they usd only one type
while thosewho used more than one type were 458rcent Whichcan benterpreedthatthee-

hailingtaxi systems might havaesimilar mechanism of operati@ither can be uber or bolt or any.

4.2.4 Which e-hailing taxi system do you prefe?

Thiswas another question asked responderggtainthe usefulness dhee-hailingtaxiservice
and to provide their answers in the sggm®vided.The analysi®f response to this questi®as
indicatedin figure 12 below:
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Figure 10 Type of ehailing Tax systems used by respondents
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Source: Survey Data,2020

The majority ofrespondents were asked pgmovide the answer for-kailing systems that they
prefer.Majority of the respondesat(75%) mentiored Uberas their preferred-kailing taxi system
while Bolt was11 percentand the others were p&rcent Thesamightbe becaustber was the

first e-hailingtaxi system to be launched in Tanzania while otteenpanies camiater.
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4.2.5 How often do you usehe e-hailing taxi system?

This was anotherquestion asked respondentsetlain frequencies of their use of tedailing
taxi systemsand the answers provided weagegorized asvery day everyweek,every month or

occasionallyThe analysi®f response to this questi@as indicatedh figure 13 below:
Figure 11 How often do you usdhe e-hailing taxi system
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Source: Survey Data,2020

On this questio®?2 percent of the respondents used theading taxi systemsccasionallythose
whouse the servicesvery weekvere28percent These findingsmply that eithethoseresponded
they used the servicegscasionallymaybe whernhedemand asse it can be dailyreseveral time

a day or week or month. Alsib can imply that they used after sometimes
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4.2.6 How often do you usehe traditional taxi service?

Thiswas a question asked respondenexiaain how frequencies the used traditional taxi services
and the answers provided wexeery day,every week,every month oroccasionally The analysis
of theresponssgto this questioms as indicatedh figure 14 below:

Figure 12 How often do you usehe traditional taxi service
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Source: Survey Data,2020

On this question87 per cent of the respondents grant that they usedlitional taxi service
occasionally followed by those who respodtieat they use eveweekwhowas9 percent While
others were gercent Thesdindingsimply they usd after sometimes. Compared to the previous
guestion 4.3.5 How often do you travel itne e-hailing taxi it still shows that some respondent
usal the ehailing taxi system every day gercentwhile 28 percentwho usel the servicesvery
week compar to traditionaltaxi which 9 percentof respondets replied that they uskthe
traditionaltaxi everyweek. The possible reason couldtbatthe ehailing system hdienhanced

security systems, its pricingas affordabler it wasmoreaccessible.
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4.2.7 What is an average journey distancedo you cover while usingthe e-hailing taxi
systen?

Thiswas another question askiedrespondents texplain the distances they covered while using
e-hailing taxi system and the responses wessthan 5Km, between 5m-10 Km, between 10
Km-15Km or above 1%m. The analysi®f responsgto this questions as indicatedh figure 15
below:

Figure 13 Average journey distance you covered while usintpe e-hailing taxi system
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Source:Survey Data,2020

On this question54 per centof the respondents said thheycovereds Km-10 Km, 18 percent
covered thalistance between 1m-15 Km, 16 percentcoveredthe distance otess than Km

while 12 percentcovered thalistance above 1Bm. This resultimplies that the majority of-e
hailing users they uselailing taxi system forthe distance between-50Km. Alsq thefindings
revealedthat the respondemtvere using the 4ailing taxi servicesto coverall distancs they
planned to travel
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4.2.8 What is Average time do youspendper trip?

Thiswas another question asked respondenexpiainthe average time they spent per trip. The
answerswere less than 30 minutes, & minutes and above 60 minutdhe analysiof the

responsgto this questioms as indicateadh figure 16 below:

Figure 14 Average journey time do you take per trip while usinghe e-hailing taxi system
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Thestudy waged to find out the average time spent by userbaifiegtaxiservice in their normal
journey.A total of 44 espondentsvere replied to this questiofihe results were 7Percentthey

spend 3669 minutes, while 2Rercentthey spend less th&80 minutes. It implies thatemajority

of e-hailing users they spend -8® minutes in their journey which & average time for short
distance movement between the different areas in town. These correlate with the previous results
on the question ofv@rage distance covered which the results wengebdentthey use énailing

taxi system between 5KifiOKm which also implies that majority usehailing taxi for a short

distance which is thesualmovement in town
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4.2.9 What is your Satisfaction levelin using the e-hailing taxi services?

Thiswas an important question asked responderstain the levels dheirsatisfactionin using
the e-hailing taxi services and the answers provided werery satisfied,somewhat satisfied,
neither satisfied nodissatisfied The analysi®of theresponsgto this questions as indicatedn
figure 17 below:

Figure 15 Satisfaction leveldn using e-hailing Taxi services
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Source: Survey Data,2020

In this question, the majority eéspondent$66%) said that theyere very satisfied witthe e-
hailing taxi services, 32 per centof respondentsvere somewhat satisfied and %8r cent of
respondentsvereneither satisfied nor dissatisfiedl.possible reason for respondgsatisfaction
could be security mechanissrof the e-hailing systems, pricing othe e-hailing systems and
accessibility othe e-hailing taxi systems.
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4.3 Objective 1: Pricing of the E-hailing systems

For the technology to be accepted by the users, pricing is a key component in determining
acceptanceowever for thee-hailing taxi systems, the price hasimpact to more than one part,

the part ofthe operator/driver, the part dhe rider/customer and otherlike the owner of the
particular ehailing system and the government. In this stildyresearchaaimed at determining
factorsaffectingthe pricing of the ehailing taxi services and determine the variation of price in
different lengtls or e-hailing s/stem providerA handful of questions were asked on different
anglesaboutthe general pricing of ailing and traditionataxi pricing. In this category all

guestions were answered by all the respondé&htstindings arediscusedindividually below
4.3.1 How much did you pay the last time you took an-hailing taxi?

Thiswasthequestion asked to respondentexplaintheinfluence of pricing irthe e-hailing taxi
system ad the answers provided wdess than TZS 3,000etween TZS3,0000,000,between
TZS 10,00020,000 and above TZ3%0,000 The analysisof the responsgto this questions as

indicatedin figure 18 below:

Figure 16 Amount paid on the last time of usinghe e-hailing taxi

Above TZS 20,000 Less than TZS 3,000
4% 7%

TZS 3,00Q0,000
57%

Source: Survey Data,2020

Theresponses revealed that & centof theresponderstpaid between TZS3,0000,000 while
those who paid between TZS 10,800,000 were 3percent This shows that the majority tfe
respondentwas using the e-hailing taxi servicesfor short distance However they usd in

somewhat long distance within the city.
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4.3.2 Suppose you were to traveby a traditional Taxi, would you pay more or less for the
same trip?

This was another questiaskedespondents to enquire the price they would pathitrip when
using traditionaltaxi system and -bailing taxi systems The answergiven by theresponderst
answeredvereto paymore orpay less Thefindingsfor this questiorareas indicatedn figure 19

below:

Figure 17 Suppose you were to traveby a traditional Taxi would you pay more or less for
the same trip

Pay Lessl3.6

Pay More 86.4

Source: Survey Data,2020

The majority oftherrespondents answestthat they wouldoay more if they use traditional taxi
compared tohee-hailing taxi systenthese wer®&6.4 percentand BB3.6 percentof theresponderst
show that they would pay less if they dsdraditional taxi. The reason might be the mechanism

which said thathey used calculate the price fahee-hailing taxi sysem.
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4.3.3 How do you reacha consensus on the amount of money to pay?

This wasanotherthe question asket respondentt give their viewconcerning the mechanism
used to reach consensus on pridee answers provided wertomatic calculation depending on
the distance and travel timprice varies depending on the time of tti@y orthe price was

negotiable Thefindings ofthis questiorareas indicatedn figure 20 below.

Figure 18 How do you reacha consensus on the amount of money to pay
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The majority of responden{80%) replied thatthey usedautomatic calculation depending on the
distance and travel time, while p2rcentreplied thathe price varies depending on the time of

the day and ®ercentreplied that they prefer the price is negotiable. This shows that respondent
prefess the mechanism used byhailing taxi system automatic calculation depending on the
distance and travel time and g&ivari@ depending on the time of the day compared to the

mechanism used by traditional taxi the price is negotiable.
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4.3.4 To what extent does the initial price motivate you to call th&axi?
It is important to determine the extent to whibkinitial price motivates the users to call thxi.
Theresearcheasked the respondents to indicate if the initial prieseither;they Motivating or

not motivating.The findingsof this questionareas indicatedn figure 21 below:

Figure 19the extent to which the initial price motivated usersto call the taxi

It is not motivating

Source: Survey Data,2020

The ptal number of responderfty this question \&s44. The majority of them, equivalerto 98
percentof respondents indicated the price wadMotivating, while 2percentindicated that it
was not motivating. This implies the ability for the system to indicate the initial pva®

important for the rider to decide if he/stauldafford the price and take a ride or not.
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4.3.5 How much is the varidion of the price comparing actual with initial estimated price
per trip?

According to the information generated by the sttty respondertvereasked if the actual price
varies fromthe initial price showrwhen theyrequestd the ehailing taxi. The findingsare as
indicatedin figure 22 below:

Figure 20 Variation of the price comparing actual with initial estimated price per trip

significant
variation, 31.8

minor variation,
68.2

Source: Survey Data,2020

The nmyjority of the respondesit(68%)indicated that the price Haminor variation while those
whoresponderstthatthe price hd significant variation vere32 percentof all respondents. Tke

results may beobecause as we have seen in previous questions that the majority of the respondent
showedthat theywereusingthe ehailing for shortime distanceso thevariation of pricevasnot

that much.
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4.3.6 In case the actual price per trip exceeded the estimated price lajlarge amount how
do you resolve it?

The ehaliling taxi system price mechanisis using automatic calculation depending on the
distance and travel time, hence the initial precehown when the useequestshe ehailing taxi
may vary depending on road traffic. To determine the method which the ukeedfailing taxi
resole the situation whenthe actual price exceeded the estimated price, the respenaerg
askedwhich methods they would usencel the trip, report to review the trip pricepay without
complairts. The findings are asdicatedin figure 23 below:

Figure 21 How do you resolve when the actual price per trip exceeded the estimated price by

alarge amount
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Source:Survey Data,2020

A total of 44 respondents replied to this question. The majority respa{88ft) saicthat they
would reportreviewingthe trip price while 24er centresponded that theyould paywithout
complaint and 1®ercentresponded that they would cancel the trip. This implies that tesa
mechanism that thelgiling taxi system providakin dealing wth the dispute on pricing. Because
sometimes the variatiowas caused by traffigam and sometimes poor choice of route by the

driver.
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4.3.7 Doesthe e-hailing Taxi app showthe actual price at any given time?

The ehailing taxi system price mechanisosesautomatic calculation depending on the distance

and travel timeHence the initial price shown when the user requests thailng taxi may vary

depending on road traffic. To determine the mechanism which the user can see the actual price if
changes coparing to the estimated price. The responslegrea s k e d th@ Bhaikng Taxi

app show the actual price at any gi veTllme ti me?

findings areas indicatedn figure 24 below:

Figure 22 Does Ehailing Taxi app show the actual price at any given time

Source: Survey Data,2020

A total of 44 respondents replied to this question. The majofitgsponderst (80%) saidyes,
while 20 per centthe respondas saidno meaing thatthe ehailing taxi appdid not show the
actual price at a given time. This implies that thve@sa mechanism that thehailing taxi system
provides to show the actual price, then when the usertisaethe price variatiomould be big

they coulddecideto cancel the trip or finish the trip and report to the service provider to review
the price. This is correlated with the previous question 4.4.6.
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4.3.8 If the answer above is NO do you think it is important to know the actual price at any

given time?

To identify the price mechanism ttie e-hailing taxi service, this study asked the respondents to
indicate ifit wasimportant to know the actual price at any given tandtheanswergivenwere
divided as; Yes, to know if the price chas@d afford to pay or NO, not importantThe findings

areas indicatedn figure 25 below:

Figure 23 Is it important to know the actual price at any given time

No, not
important, 11.4

Yes, to know if

the price

change if | can

afford to pay,
88.6

Source: Survey Data,2020
A total of 44 respondents replied to this question and the resultshae88 percentof theusers
said yeswhile 12percentsaid no for this questioithe majority users othee-hailing taxi systems

felt that it was important to know the actual p&cn realtime because in case the prizas

changinghey coulddecide to endip the trip.
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4.3.9 How do you ensure the price charged is genuine?

On this question, the answers provided to the respondents were as;Ditm@sshovedthe price
on the e-hailing app, Icould see the charge on myhailing app, | verifed throughatrip report
sent to me or | don't knowThe findings aras indicatedn figure & below:

Figure 24 How do you ensure the price charged is genuine
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Source: Survey Data,2020

A total of 44 respondds hawe repliedto this question. Théindings fromthe study indicate that
mostof thee-hailing taxisystemhad mechanismato verify the pricing if itwasgenuine About 39
percentof the respodentsreplied thatheycan see the charge tmeir e-hailing aps, while 32
percentreplied thatheyverify throughatrip report sent tthemand Z percentreplied thathe
driver shovedthe price orthe e-hailing app and dercent of them they respondétkey did not
know. This implies thahee-hailing pricingwas sdransparent that the usevsuld not doubt the
price charged.
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4.3.10Which one betweertraditional and e-hailing Taxi do you think its price is fair?

Respondentaereasked tacomparethe pricing of both traditionabxi and thee-hailing taxi and
say which wadair. Three answergrovided were; #nailing taxi was cheaper traditional taxi

cheaper o#ll were the sameThe findings aras indicatedn figure 27 below:

Figure 25Which one betweenrtraditional and e-hailing Taxi do you think its price is fair

EHAILING TAXI IS CHEAPER
1

100%

Source: Survey Data,2020

A total of 44 respondestrepliedto this question. The responses revealed thatpgEd@ent of
respondergreplied thathee-hailingtaxi wascheaper. This impsthat the price mechanism used

to calculate the price fadhee-hailing taxi does not exaggerate the price for the trip.
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4.3.11What the payment method des thee-hailing Taxi accept?

Ease of makinghepaymenis an important factor in providintgxi services The users can choose
the payment method that théel is convenient for them. Respondentsvere askedaboutthe
payment method which thehailing taxi system acceptl Four answersvere providel as
follows; cash, card, mobile money and allhe findings ar@s indicatedn figure 28 below:

Figure 26 Payment method that ehailing taxi accept
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Source: Survey Data,2020

A total of 44 respondestepliedto this question. The responses revealed thateréentof the
respondergreplied thatthe e-hailing taxi accemd cash paymentvhile 24 percentrespondents
thatthee-hail taxi accemdall method of payment. The majorityespondedhat castwasmostly
accepted compared the card or mobile money, though the indication of acceptance of all
payment methasl for e-hailing taxi system implies that thehailing taxi system provide

conveniegefor users to choose or use the payment method they n@ekfer
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4.3.12Nhich payment methoddo you personally prefer?

Ease of makinghe payment is an important factor in providitgxi services.The previous
guestion was askingboutthe method of paymentthat thee-hailing taxi systems provid
Respondestwere askedwhich payment methodhey prefered Four answers provided were;
cash, card, mobile money and allhe findings ares indicatedn figure 29 below:

Figure 27 Payment method that ehailing taxi users prefer
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A total of 44respondentseplied to this question. The responses revealed thaer@Entof the
respondentseplied that they prefezd cash paymentwhile 18 per cent of the respondents
prefered mobile paymentwhereasl2 per cent they mention that they prefer all method of
payment. The majorityespondentshat cash is mostly preferred siseother payment methaed
The results for this question have correlated with the above question whichishowthatthe

e-hailing taxi systen acceptdall payment methasl

41



4.3.13Have you ever experienced embarrassment/problem ke driver with the payment
method you prefer to use?

This question aimed at determining whetherrdspondenthad ever experienced embarrassment
with the payment methatie driver preferred to use. The answers provide@ither yes or no.
The findings are as indicat@dfigure 30 below:

Figure 28 Payment method that ehailing taxi users prefer

Source: Survey Data,2020

A total of 44respondentseplied to this question. The answers scored a no response by81.85
cent which can be interpreted abe majority of the respondenttad not experienced an
embarrassment/problefrom drivers for thepayment method they prefedto use Thereason
can be that the-kailing payment methods capségrall the user payment methothey prefered

as mentioned in previous questions 4.4.11 and question 4.4.12.
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4.3.14How do you compare the waiting charges othe traditional Taxi and the e-hailing
Taxi?

On this question thaim to determinéhe pricing mechanism applied thee-hailing taxi systems.
The answers providedere as followsthe e-hailing taxi waiting chargeserehigh, the e-hailing
Taxi waiting chargesvereless and aliverethe sameThe findings areas indicatedn figure 31
below:

Figure 29 how do you compare the waiting charges of traditional taxi and-@ailing taxi
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Thetotal of 44respondentseplied this question. The answers scoreg&@entin favour of the
e-hailing taxi waitingfor chargeghat they werdess and 2@ercentfor the e-hailing taxi waiting
chargeswverehigh while 6percentsaid thatall were the same. These findinganbeinterpreed
asthat thee-hailing waiting chargewere relatively low compared to traditional tax. This implied
thatthe mechanism used to charge the waiting clsamgeerealistic.
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4.3.15To what extent do road conditiors influence the ehailing Taxi price compared to

traditional Taxi?

The responderst were asked texplaintheextentto whichroad conditiosinfluenced the ehailing
taxi price compared tatraditional taxi. The answers provided weasefollows; the=-hailing taxi
chargeswerehigh, the e-hailing taxi chargesvereless andhe ehailing charge we the same.

The findings ares indicatedn figure 32 below:

Figure 30 To what extent do road condition influence the #ailing Taxi price compared to
traditional Taxi
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Thetotal of 44respondentseplied this questionfhe majority of responderst(46%) respondents
thatthe e-hailing taxi chargesvereless and 3gercentsaid thate-hailing taxi chargesverehigh
while 20 per centsaid the charges were @fle same. This could imply that thehailing taxi

chargeswverenot influencel by the road condition.
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4.3.16Which one do you think will charge a higher price fora trip from Posta to Tegeta
(approx. 25Km)?

To determine if the pricevasaffordable itwasimportant to ask the users if theguld afford to
use the éailing taxi servicesn all their journeyg including the short tripor long trigs. In this
study, respondentsvere asked which onaditheythink would charge a higher price for the trip
from Posta to Tegeta (approx. 25Khang trip). The answers provided weas follows; thee-
hailing taxi chargewerehigh, ehailing Tai chargesvereless antbr werethe sameThe findings

areas indicatedn figure 33 below

Figure 31 Which one do you think will charge a higher price for the trip from Posta to Tegeta
(approx. 25Km)?
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Thetotal of 44respondentseplied this question. The answers scored peraentwhich can be
interpreted athat thee-hailingtaxi chargafor the long tripiwerevery low. However, 6.9ercent
of theresponderst said the charges tie e-hailing taxi serviceverehigh, while 2.3 per centof

therespondergtsaid thate-hailing taxi and traditional taxi charg&erethe same for the long tsp

This implies that the pricing mechanism appliedhe e-hailing taxi systemvasgood.
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4.3.1'AWhich one do you think will charge a higher price foratrip from Posta to Magomeni
(approx. 5Km)?

To determine if the pricevasaffordable itwasimportant to ask the users if theguld afford to
use the éailing taxi services all of their journey includin@short or long tripTherespondents
were asked which onedkheythink wouldcharge a higher price faitrip from Postdao Magomeni
(approx.5Km, shorttrip). The answers provided weas follows; thee-hailing taxi chageswere
high, the e-hailing Taxi chargesvere less andthe ehailing taxi charges we the sameThe

findings areas indicatedn figure 34 below.

Figure 32 Which one do you think will charge a higher price for the trip from Posta to

Magomeni (approx. 5Km)
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Calabuig,et al(2014)define perceived price as an individual belief of the paloeutthe quality

of the product. Perceivegtice in terms othe e-hailing system perspectives is the value or the
amount that is charged to passengershietaxi they want to hire. Price in the context of services
plays a critical role since it is the key element in the marketing mix. In this, shelyesearcher
tested the assumption of this model to see whetheeB8alaam based-kailing clients proclaim
perceived price as a factor in their satisfaction equationeB&alaam based clients tte e-
hailing service proclaiedpricing ofthee-hailing service aafactor which attrae@dthem towards

the use ofhee-hailing taxi service compaddo atraditional taxi.
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4.4 0bjective 2: Security of the e-hailing taxi system

Sincethe introduction ofthe e-hailing servics, the issue of security of a rider/customer loe t
service has always been in debate in seas@éctsFor technology to be accepted and be regarded

as disruptive it has to be secure for users of the particular technology. To address this issue and
analysehow secure the-bkailing technology is, to the riders/customers of this seriesponderst
were asked to express their opinions on the regular issasegthe e-hailing to determine how

secure the systemas

4.4.1 Comparing the two ehailing and traditional taxi which one do you think is more

secured

In this attribute, the questionnaire directesponderstto compare the twelaailing and traditional

taxi which onevasmore securelhe findings are amdicatedin figure 35 below

Figure 33 Comparing the two ehailing and traditional Taxi which one do you think is more

secured
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Source: Survey Data,2020

Of the44 respondent3.2percentrevealed that the-leailing taxiwasmore secure compared to
the traditional taxi while 6.8&er centof respondentsevealed that the security of botthailing
andthetraditional taxiwasall the same. This implies that majorityrespondentperceivel that

the ehailing taxi service were safer tham traditional txi, this could be because the security
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mechanism implemented liye e-hailing taxi systems provid&confidence for theisers of the-

hailing taxi services

4.4.2 If you call an e-hailing Taxi, how do you assure yourself the security while riding with

someoneya donét know?

Respondestwere asked to provide tperception 6how they assurkther security while riding
with someonetheyd o n 6 t fike rarmswerswere provided for respondentdo choose.The

analysis of response to this questioassndicatedn figure 36 below

Figure 34 If you call an e-hailing Taxi, how do you assure yourself the security while riding

with someone you donodt know?
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The resultavere50 percentof respondentsaidthat theyaccess safety features built into the app
while 34percentreplied that theyverelooking at thedriver rating on the app and pércentsaid
thattheywereo b s er vi ng t h arwdile iding r This imdiethatthes-hailing taxi

systemprovided security features which would help the users to be secured.
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4.4.3 How do you control the behaviar of e-hailing Taxi driver?

Respondestwere askedbouttheir views on how securehailing servicesvere.The question
how they contrdedthe behaviar of thee-hailing Taxi driveswas askedand75.0percentof the
respondentseplied that they rate "Poor Service" the driver at the end of theviilp 13.6per
cent said theyvould withdraw the tripand 11.4 per centsad they would call the 4ailing taxi
office. For these resultst implies that the features built dhe e-hailing systemto control the
behaviarr of the drivers helped thelailing rides to control the behawins of the driverskigure

37 below shows theesponsesf theresponderst

Figure 35 How do you control the behaviour ofthe e-hailing Taxi driver?
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4.4.4 How do you assess/check/control the quality of the car you are calling?

The safety of taxi servicdepend on the quality condition of the cafo address this issue
respondergwere asked texpressheir views orhow they asssgdchecledcontroledthe quality

of the cas they were calling. Four answers were provided to this question; check the car
registration on the app, check the car model on the app, all of the above and none of the above.
Thefindingswerethat57 percentof the respondentepliedthatall of the above features (check
thecar registration on the app and check the car model on the app) &peec@ntsaidnone of

the above (neither cheiclg the car registration on the appr checkng the car model on the app

) and B percentsaid thathey checkdcarregistration numhewhile4 percentsaidthey checkd

car model from the apfhese three answensentionedhe features buiin on the ehailing taxi

app i.e check the car registration on the @gpo), check the car model on the g@po) and(57%)

replied all of theabove features (check the car registration on the app and check the car model on
the app) which a total of fercent This implies that majority dherespondergagreedhat the
features provided bthe e-hailing taxi would enhance the security of #hailing taxi services.

Figure 38 below shows theesponsesf theresponderst

Figure 36 How do you assess/check/control the quality of the car you are calling

80
70
60
50

40

Percentage

30
20
i i i
0
Call the office Withdraw the service Rate "Poor Service" the driver at the
end of the trip

Control

Source: Survey Data,2020

50



4.4.5 How do you assure that the car yowrdered is the one?

The safety of taxi service depends on the assurance of the car that you requested is the one coming
to pick you. To address this issue respondents were asle@tesstheir views on howthey

assurd that the castheyorderedarethe ons came to pick ug-ive answers were provided to this
guestion; check the car registration on the app, check the car model on the app, check drivers
details on the app, all of the above and none of the abayge 39 below shows thresponses

of therespondents:

Figure 37 How do you assure that the car you ordered is the one
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Thefindingswere 58percentreplied all of the above features (check the car registration on the
app, check the car model on the app and check drivers details on the app) eitee&#t said

they checlkdthe car registration on the app anpetcentsaidthey checkddrivers dedils on the

app and Jercentsaidnone of the above (neither check the car registration on the app, check the
car model on the app nor check drivers details on the app ) pecc2ntsaidthey checlkd car
modelonthe app. These four answers mentiotiedfeatures buHin on the ehailing taxi app i.e

57 percentall of the above features (check the car registration on the app, check the car model on
the app and check drivers details on the apppeBdentcheck the car registration on the app and

4 percent check driversgetails on the app andggrcentcar model from the app which give the
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total of 98percent These results imply th#étte majority of respondersagreedhat the features
provided bythe e-hailing taxisystemswvould enhance thgecurity of the éailing taxi services.

4.4.6 Is there a mechanism for tracing back at a Taxi you ride in case you lost an item?

In this attribute, the questionnaire directedponderst to provide informatin on whether they
couldtrace back the lost items ¢ime e-hailing taxisystem Figure 40 below shows theesponses
of therespondents

Figure 38 Is there a mechanism for tracing back at a Taxi you ride in case you lost an item?

Source: Survey Data,2020

Of 44 responderst, 82per centresponderst replied Yesthattheyagree they coulttace back the
lost itens on the e-hailing taxi while 18per centof the responderssaid no that they vereno
mechanism of tracing bad&st items fromtaxis they iode. Thesdindingsimply that thee wasa
mechanism othe e-hailing taxi system that would help théailing taxi users to trace back their

lost items.
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4.4.7 Canthe e-hailing office trace back the driver of a certain trip at a particular time?

In this attribute, the questionnaire directedponderst to provide informatin on whethetthe e
hailing taxi service can help the userstiace back thelrivers of a certain trip icase of any
problem oma previous trip Of the44 responders, 76 per centsaidyesthatthe office couldtrace
backthedrivers while 16 percentof the respondergtsaidtheywere not sure and ger centsaid
no there is no mechanidior the office tatrace backthedriver. These results implthat theoffice
they hal a mechanisnto trace back the driver of a certaiip in case of any problenfigure41
below shows théindingsfrom theresponderst

Figure 39 Can ehailing office trace back the driver of a certain trip at a particular time?
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Source: Survey Data,2020

When we talk about safety features of the cab and the availabithg dfiver; information of the

respective taxi, according (€eder, Chowdhury, Taghipouran & Olsen, 20fb8)service quality,

trip attributes such as personafetg, journey time, reliability of connection, transfer time and
information related to transfeese the key indicators to travelr s 6 p saf tcapsfet routes

and personal safety at stations which have been revealed to be the most sensitive factor in
traveler s® deci si on to use pthdehailing systeny theirparceited | n  t
safety concerns are regarding the driverg s senger s 6 pri vackFromtimed vehi
findings of this study, it is vivid that the issuetb& e-hailing security to a rider is still a question

to be addressed. However, there are features which enhance traoiag, afriver and routeken

by therider. The issue of riding with a stranger wittka s sur ance of ridero6s

guestion.
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4.4.8 Have you lost any item inthe e-hailing taxi?

Respondestwere asked to indicate if they lost any iterthee-hailing taxi. The answersgvided
were yes or noAll 44 responderst, answered the questions as indicated in figAteelow: of the
44 respondent®2 per centsaidno that thg never lost itera on the e-hailing taxi while 18per
centagreed thahey lost itens onthee-hailing taxi.This indicates that theajority ofrespondents

had not lost any items on thehailing taxi

Figure 40 Have you lost any item in ehailing Taxi?

Source: Survey Data,2020
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4.4.9 Does the ehailing office give supportin finding a lost item?

To understand the security of the taxi services it is important to know if there is a mechanism to
trace back the lost iten@n the abovequestion the respondents wesskedto tell whether they

lost any item inthe e-hailing taxi if the answer wagesthat they had lost items on thehailing

taxi then respondents weteenasked to expressf they gotsupport from the office in findinthe

lost item.Out of 44responders, 82percentagree that thegot supporfrom the office while 18
percentsaidno theyd i dracéiteanysupport in finding the lost itesn The results are shovim

figure 43 below: The resultsmply that therespondentbad generalsed the inciderg and features
thatareprovided on the-hailing taxi forthe office to give support in case of loss of isem

Figure 41 Does the ehailing office give support in finding a lost item
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Source:Survey Data,2020

55



































































































