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Abstract
The main objective of the research was to assess the effect of service quality on tourist

satisfaction in taxi service at Bole international airport. A structured questionnaire was used to
gather the relevant data from a sample of 365 respondents who were selected by using a
purposive sampling technique. The questionnaire was developed based on five dimensions of
modified RESCA model. In the methodology part, the collected data were analyzed using
descriptive statistical tools like frequency, percentage, mean, correlation and multiple regression
analysis and also the collected data were processed via SPSS version 22. The main findings of
the study revealed that all the five satisfaction affecting factor, (reliability, safety and security,
comfort, price affordability and driver’s professionalism) have a positive relationship with taxi
passenger’s satisfaction. Also, five hypotheses were tested to examine the effect of these
variables on tourist’s satisfaction. The results of multiple regression analysis proved that three
of the factors (safety and security, price affordability & driver professionalism) have a positive
and a significant effect on tourist’s satisfaction, and comfort dimension has a negative but a
significant effect on tourist’s satisfaction while the remaining one factor reliability has a
negative and insignificant effect. Besides, the result of this study revealed that tourists were most
satisfied with the safety and security of taxi followed by driver professionalism, price
affordability, comfort and reliability. Furthermore, the results of the analysis showed that 74.3 %
of the variation in dependent variable (tourist satisfaction in taxi service) is explained by five
predictor variables (reliability, Safety and Security, Comfort, Price affordability and Driver
professionalism) mentioned in the study. Indicating that there are other unmentioned variables
(25.7%) that influence tourists satisfaction. Based on the findings of the study, the researcher

forwarded some recommendations to the concerned stakeholders.

Keywords: Tourist Satisfaction, Taxi Service, Quality Factors. Bole International Airport
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CHAPTER ONE:

INTRODUCTION
This chapter introduces the background of the study, statement of the problem, the

objectives of the study, the hypothesis of the research, and significance of the study, the
scope of the study, limitation of the study and the organization of the paper.

1.1. Background of the Study
In the highly competitive tourism industry, service quality has been identified as the key

factors in maintain destination competitiveness. Furthermore, decent service quality is not
only intended to satisfying the tourists but it also improves the destination image,
differentiates the destination from others and constructs a loyal tourist to perform a certain
post-visit behaviour such as revisit and positive word of mouth (lvyanno, 2013). Some
scholars like Kozak & Rimmington, 2000; Yuksel, 2001; Yoon & Uysal, 2005; Chi & Qu,
2008; Meng et al., 2008, Dmitrovi¢, 2010, as cited in Satish Chandra et al, (2015) agreed
that the level of tourist satisfaction is necessary for evaluating the performance of
destination, improving products and services offered, promoting tourism offerings
effectively to target markets, gaining better destination image, and determine repeat visits
and predisposition for recommending the destination to others.

When we see quality from the transport aspect according to Gobezie Getachew (2019) the
quality of transport services is an overall passenger evaluation of the performance of public
transport. The higher the public transport service performance, the more positive the
perception of passengers on the quality of service from public transport services and vice
versa.

Tourist satisfaction is the result of tourists’ expectations about the destination based on their
previous information and image of the destination (pre-travel expectations) and their
assessment of the outcome of their experience (post-travel experiences) at the visited
destination (Satish Chandra BAGRI & Devkant KALA et al, 2015). This comparison may
lead to tourist satisfaction or dissatisfaction. Satisfaction implies that the tourist experiences
go beyond the expectations. However, the dissatisfaction implies that the tourist feels

displeasure, dissatisfaction with the expected outcome (Chen & Chen, 2010). Therefore,
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tourist satisfaction in the transportation context is created by the comparison of pre-travel
expectations and post-travel experiences. Succinctly, when experiences of a tourist
compared to the expected results in the feeling of gratification, then satisfaction is created
(Thomas et al., 2014).

For measuring the quality in transport service, McKnight et al., (1986) proposed that the
RECSA model is effective. Namely: Reliability (providing reliable service to the
customers), convenience (accessibility of the service, waiting time, ease of payment), safety
(driving standards of the drivers, the conditions of the vehicles), comfort (availability of
good seats), and finally price affordability (the ability of the passengers’ to pay for their
transit service). However, Emanuel and Solomon (2015) suggest that drivers are the main
service providers in transportation and as a result, they affect passenger satisfaction. For the
reason, they used the modified RECSA model by adding drivers’ behaviour as a dimension.

According to Ethiopian airport enterprise (2020), at Bole international airport there are 1500
taxis in 3 groups and there are 31 associations. Namely: yellow, Avanza, and ze-lucy group.
Under the yellow taxi group, there are 6 associations and 454 taxis. The second group
(Avanza) consists of 18 associations and 800 taxis, and on the third/ze-lucy group, 250 taxis
7 associations are available. This show at Bole international airport there is an adequate taxi
to accommodate the tourist. However, it appears there has been limited research on service
quality aspects of taxi operations. There have been several studies linking service quality
dimensions to customer satisfaction within the wider public transport sector, but very
limited studies on taxi services quality dimension to tourist satisfaction within the public
transport as well as the taxi transport in the country. Though the issue of service quality has
been very extensively researched, the emphasis has been on formal sector service
organizations like hotels, banks, hospitals, tele and others from a customer point of view.
Service quality in taxi services from the tourist point of view has remained an indefinable
and a much-neglected area of study. Thus, the issue of service quality in taxi operations at
Bole international airport from the tourist perspective needs to be addressed because taxis
represent an important mode of road transport in the country in general and in the study area
in particular. So, in this study, the researcher intends to assess the effect of service quality

on tourist’s satisfaction in taxi service at Bole international airport.
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1.2. Statement of the Problem
Nowadays, competition among firms becomes a kind of survival in business. In this

competitive world, customers become more demanding and expect to be served better by
services organizations. Hence, the public transportation industry faces the challenge of
providing high-quality services for customers. Thian Wan Jun (2012) pointed out that
delivering high-quality service plays a competitive advantage to satisfy customers.
Therefore, providing superior service should be considered as an important strategy by the
public transportation industry to satisfy its customers.

This research has attempted to assess the effect of service quality on tourist satisfaction in
taxi service. Tourist satisfaction is a critical variable to sustain and manage an aggressive
and competitive business in the tourism industry and is viewed as one of the prime and
alterable components for fruitful and successful destination marketing destination, the
consumption and utilization of products & services and the decision to revisit (Chien-Pang
Liu, 2017). As suggested by Dmitrovic et al., (2009), enhancing tourist satisfaction is one of
the primary functions of a tourism destination and a prerequisite for the development of
strategies leading to destination’s improved attractiveness and competitive positioning.
Although tourist satisfaction is a personal judgment, the understanding of tourists’
satisfaction is necessary for evaluating the performance of destination, improving products
and services offered, promoting tourism offerings effectively to target markets, gaining
better destination image, and determine repeat visits and predisposition for recommending
the destination to others (Kozak & Rimmington, 2000; Yuksel, 2001; Yoon & Uysal, 2005;
Chi & Qu, 2008; Meng et al., 2008 as cited in Satish Chandra BAGRI and Devkant KALA
et al, (2015 ). For instance, satisfied tourists normally recommend better tourist destinations
to others or express their appreciation about the destination and are keen to visit again and
vice-versa (Baker & Crompton, 2000; Kozak & Rimmington, 2000; Bigne, Sanchez, &
Sanchez, 2001; Chen & Tsai, 2007; Meng et al., 2008; Bigne, Sanchez, & Andreu, 2009;
Lee, 2009; Zabkar et al., 2010; Marcussen, 2011, Satish Chandra BAGRI and Devkant
KALA et al, 2015). On the other hand, dissatisfied tourists may not return to the same
destination and may not recommend others to visit. Even worse, dissatisfied tourists may
express negative comments regarding the destination and damage their market reputation
(Chen & Chen, 2010).
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According to Ethiopian airport enterprise head office at Bole international airport, 1500
taxis are found to fulfil the transportation needs of tourists. In a competitive business
environment, the service quality must match with the perception and expectation of tourists
to satisfy their needs & cope up with rivals in the marketplace. Therefore, the taxi service
provider at Bole international airport needs to understand their tourist’s perception regarding

the quality of the service they are providing.

Regarding the transport service, many types of research have been conducted in Ethiopia
and abroad from a customer perspective by emphasizing in a different formal service
organization. Among them: Gobezie Getachew (2019) examined the Impact of
Transportation Service Quality on Customer Satisfaction: in Debre Markos city, stated that
the combination of reliability, security, comfort, safety and convenience together have a
significant effect on customer satisfaction. Gizate Gija Omo (2017) also studied service
quality and customer satisfaction in public transport of Gamo Gofa Zone. Concluded that
passengers of Gamo Gofa Zone public transport users are not satisfied with the perceived
services of five quality dimensions of the model and it enforces the public transport
providers to focus on passengers expectations. Firdos Kebir (2020) examined factors
affecting the quality of public commercial transport service (at Addis Ababa city). The
results indicate that all factors that affect the quality of public commercial transport service
(transport service practices and management, traffic congestion and parking management,
accessibility and availability) have a positive and significant effect on perceived transport
service quality. Besides, in other countries, Ishmael Mensah (2018) studied Taxi Service
Quality and Satisfaction among Commuters in the Accra Metropolitan Area by using the
RATER model. The results show that service quality had a significant effect on commuters’
satisfaction with taxi services. However, the responsiveness dimension did not have a
significant effect on satisfaction. Nwachukwu (2018) examined Tourists’ satisfaction with
public transport services in Lagos, Nigeria. The results depict that tourists were not satisfied
with public transport services in the city of Lagos. Principal component analysis results
identified five underlying components accessibility, Journey comfort, travelling security,
travelling information, and customer services that impact on tourists’ contentment with
public transportation services. Emmanuel et al., (2015) also investigated the relationship and

effects of service quality on commuter satisfaction in minicab taxi services of Cape Coast,
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Ghana. For the study, the modified RESCA model is used by adding the driver’s behaviour
as a dimension, because drivers are the main service providers in transportation and as a
result, they affect passenger satisfaction.

As could be seen from the above studies, almost all of them are concentrated on assessing
customer satisfaction regarding the transport sector as well as the application of some
models. However, none of these studies was devoted to assessing tourist satisfaction
towards taxi service quality in the country and the study area. This study is unique in its
regard that no such study has been conducted on the specific area to date within our country.
Hence, the researcher intended to bridge the gap & serve as foundation work for future
researchers interested in the area. For the study researcher used the modified RESCA model.
Namely: (Reliability, Safety and Security, Comfort, Price affordability and Driver
professionalism) which will have an impact on increasing their level of satisfaction & in
turn will create an opportunity to correct shortcomings & ease the way to attract more

tourist base to the service provider as well.

1.3 Objectives of the Study
In line with the specified problems, the objective of this research has been categorized into

general objective and specific objectives.

1.3.1. General Objective
The general objective of the study was to assess the effect of service quality on tourist’s

satisfaction in taxi service at Bole international airport.

1.3.2. Specific Objectives
The specific objectives of this study were:

% To examine the relationship between service quality dimension (reliability, safety
and security, comfort, price affordability and driver professionalism) and tourist
satisfaction in taxi service at Bole international airport.

% To examine the overall satisfaction level of tourists with the service quality they get
from a taxi service.

%+ To assess the tourists view towards driver professionalism.
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1.4. Hypothesis Development

The hypotheses developed based on the problem statement that tested in this study were

found on the following assumptions:
H1: Reliability has a positive and significant effect on tourist satisfaction with taxi service.

H2: Safety and security have a positive and significant effect on tourist satisfaction with taxi

service.

H3: Comfort of a taxi has a positive and significant effect on tourist satisfaction with taxi

service.

H4: A fair price charged has a positive and significant effect on tourist satisfaction with the

taxi service.

H5: Driver professionalism has a positive and significant effect on tourist satisfaction with

taxi service.

1.5. Significance of the Study
The study helps various transport service providers at study area in particular and in the

country in general, to develop new insights in marketing strategies by being able to offer the
best service to their customers to retain and maintain them. Also, the research findings
suggest the company come up with a better way of providing service by identifying those
hindrance factors that has brought a negative feeling towards passengers in the process of
taxi service provision. The study also helps various stakeholders such as government, taxi
owners and taxi operators segment their target market to be in a position to serve that niche
very well and this makes the service providers are beyond competitors. The study also helps
policymakers in the country to understand the economic contribution of the taxi transport
industry for them to make strategic decisions involved in the running of the business. It also
helps for Addis Ababa University College of development studies as the existing document
on the issue of taxi transport and tourist satisfaction. Besides, the finding of the study used
as a basis or reference for those persons who want to conduct further study on aspects
concerning the relationship between taxi service quality and tourist satisfaction. Lastly, the

study help for the researcher in equipping skill, knowledge and experience of conducting
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such kind of research by going through all ups and downs for the study, and it serves as
partial fulfilment of the requirements of Masters of Art in Tourism Development and
Management from Addis Ababa University.

1.6. Scope of the Study
This study focuses on the effect of service quality on tourist satisfaction in taxi service at

Bole international airport. To this, the modified RESCA model namely: (Reliability, Safety
and Security, Comfort, Price Affordability and The driver’s professionalism) was used. In
terms of Geographical area, the study limited at Bole international airport because including
all taxi transport in the city is not manageable to the researcher due to financial and time
limitation. Methodologically the researcher selected the mixed research approach that
enables the researcher to use statistical tools and uses both descriptive and explanatory
research designs. Besides, the data would be collected from both domestic and international
tourists that are used a taxi from their home to the terminal since February 1 up to March 12,
2020. Up to February 20, the researcher targeted on international tourists. However, after
March 20, the researcher included domestic tourists because since the time international

tourists become less due to the impact of coronavirus (COVID 19) around the world.

1.7. Limitation of the Study
The research is limited to those tourists who have a travel experience with taxi transport at

Bole international airport. Hence, the result only represents the perception and attitude of
tourists who use the taxi service at Bole international airport, and this may not precisely
indicate the whole taxi service user in general because in the country there are many taxis.
Hence, further research needs to take from different cities, to make the findings precisely
indicates the Ethiopian taxi service users. The study is also limited to assessing the effect of
service quality on tourist’s satisfaction in taxi service at Bole international airport. Different
bottlenecks hamper the smooth flow of the research, such as tourists’ negative perception of
the research questionnaires’ to fill, the emergence of coronavirus (COVID 19) this cause the
absence of international tourist and shift the researcher opinion on the target population of
the study, i.e. initially the researcher intended to make the research on international tourist
but for the above-mentioned obstacle, the researcher included both domestic and

international tourists that use taxi service at Bole international airport. The research is
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geographically limited to Bole international airport. Additionally, the information which
was collected through a questionnaire may not be filled by the respondents heartily, properly
and accurately.

1.8. Definition of Key Terms
Service: A series of intangible, activities throughout interactions between customers and

service employees which are presented as a solution for the problems.
Service quality: is a result of comparing service expectations and actual service received.

Tourist Satisfaction: is the result of the comparison between a tourist’s experience at the

destination visited and the expectations about the destination.
Reliability: This is the ability to carry out planned service dependably and accurately.

Affordability: People’s financial ability or capacity to purchase essential goods and
services. Transportation affordability from the tourist aspect, therefore, refers to tourist’s

financial capacity to access essential transportation services.

Safety: Safety as the state of being safe, freedom from the occurrence of risk of injury,

danger, or loss. It is the quality of averting or not causing injury, danger, or loss.

1.9. Organization of the Study
The research is organized into five major chapters. The first chapter describes the whole

outline of the entire report. Chapter two contains existing literature related to the study, and
the conceptual framework from the theories and empirical studies with a hypothesis are
developed. The third chapter contains the research methodology employed in the study.
Chapter four is about analysis presentation and interpretation of data. Finally, chapter five

contains, a summary of major findings, the conclusion and recommendation parts.
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CHAPTER TWO:

LITERATURE REVIEW

INTRODUCTION
The chapter discusses the theoretical framework related to service quality, tourist

satisfaction and the relationship between service quality and tourist satisfaction as well as
the conceptual framework of the study was developed.

2.1. Theoretical Review
2.1.1. Concept of Service

Service as a concept has been defined differently by different authors. Zeithaml, Betner and
Gremler (2004), for instance, defined service as all economic activities whose output is not
a physical product or construction, is generally consumed at the time it is produced, and
provide added value in forms (such as convenience, amusement, timeliness, comfort, or
health) that are essentially intangible concerns of its first purchaser. On the other hand,
Lovelock and Wirtz (2011) defined services as economic activities offered by one party to
another; in exchange for money, time, and effort, service customers expect value from
access to goods, labor, professional skills, facilities, networks, and systems; but they do not
normally take ownership of the physical elements involved. Besides, Kotler and Keller
(2009) also describe service as any intangible act or performance that one party offers to

another that does not result in the ownership of anything.

2.1.2. Characteristics of Services
As cited by Tibebe (2012) services entail intangibles which encompass deeds, processes,

and performances which do not lead ownership. Furthermore, they are inseparable,

intangible, perishable and variable that would create values. Let us seen one by one below:

2.1.2.1. Intangibility

Intangibility is the primary characteristic that differentiates a service from a product.
Services are intangible in the sense that they cannot be seen, felt, tasted, or touched (Tibebe,
2012).
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2.1.2.2. Heterogeneity/variability
The heterogeneous nature of service suggests that its delivery may vary from one time to the

next because people are often involved in supplying it and because each customer is
different (Klassen, Russell, & Chrisman, 1998, as cited in Tibebe (2012).

2.1.2.3. Inseparability

Inseparability refers to the notion that a service is both simultaneously produced and
consumed at the same time Kandampully (2002) as cited in Tibebe (2012). Ame (2005) also
stated that inseparability means the service requires the participation of the customer in the
production process. That is the customer cannot be separated from the service delivery
process. Inseparability implies that service production requires the presence and active

participation of the customer and sometimes of other customers.

2.1.2.4. Perishability and Fluctuating Demand

Services are perishable in the sense that they cannot be saved, stored for reuse at a later date,
resold, or returned in the same sense as a product once rendered to a customer, the service is
completely consumed and cannot be delivered to another customer (Lovelock &
Gummeson, 2004 as cited Tibebe (2012). Furthermore, the service market fluctuates

considerably by seasons, by day of the week and by an hour of the day (Simon, 2011).

2.1.3. Quality
The word quality has different connotations as given by various scholars. Yogesvara &

Tulsidas (2017) for instance define quality as the entire characteristics and features of a
service or product concerning its ability in satisfying customer needs. Goetsch & Davis
(2010) on the other hand, define quality as a dynamic state associated with the product,
services, people, processes, and environments that meet customer needs and expectations

and help produce superior value.

2.1.4. Service Quality
Service quality is a vague and difficult concept to define. There are two primary schools of

thought on the concept of service quality, the American and the Nordic (European) school
of thought. The American school uses descriptive terms and includes the five dimensions of
SERVQUAL commonly known as the RATER model (Reliability; Assurance, Tangibles,
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Empathy, and Responsiveness) (Parasuraman et al., 1985; Hoffman & Bateson, 2011). On
the other hand, the Nordic school of thought defines service quality by using overall terms
that include the aspects of technical and functional quality (Gronroos, 1984). However,
according to Harmse (2012) both schools of thought emphasize vital aspects of service
quality, but there is no consensus that either fully captures the essence of the concept.

Other authors have also defined service quality: Chidambaram and Ramachandvan (2012),
for instance, define service quality as the overall evaluation of a specific service firm that
results from comparing the firm’s performance with the customer’s general expectations of
how firms in that industry should perform. Hoffman & Bateson (2011) also define service
quality as a criterion for the degree of the match the actual performance of the service with

the expectations of customers.

2.1.5. Measurements of Service Quality
This section concerns the various models that explain service quality. The various models

include; Gronroons, Gaps, SERVQUAL, SERVPERF, and RESCA models.

The first models are Gronroons models it is developed by Christian Gronroons in 1984 and
provided the groundwork for many of the working models that are currently in use today.
The model consists of three perspectives, technical quality, Functional quality, and
corporate image quality (Gronroons, 1984). Technical Quality (What the customers
received), functional Quality (How they received it) and corporate Image Quality (how the
service provider is seen on the eyes of its consumers) which could be brought using the
combined effect of the above two.

Another important model in the world of service quality is the Gap Model, which was
developed by Berry, Prasuraman, and Zeithmal, in 1985. It identifies five gaps, one of
which is external and the remaining four are internal gaps (Rosen, 2003). Kotler (2001)

identifies five internal gaps that cause unsuccessful service delivery as follows:

The first gap identifies the difference between consumer’s expectation and management’s
perceptions of customers’ expectations, which means that management does not always
perceive correctly or interpret what customers want when formulating the service delivery
policy. The second gap refers to the difference between management’s perceptions of

consumer’s expectations and service quality specifications. The third gap identifies the
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difference between service quality specifications and service delivered and the fourth gap
refers to the difference between the service delivery and external communications to
customers. And finally, the fifth gap refers to the difference between the perceived service
and the expected service (Kotler, 2001).

The third model is the SERVQUAL model it was developed in the 1980s by Zeithaml,
Parasuraman and Berry, to measure the scale of quality in various service sectors. SERVQUAL
is a multiple-item scale for measuring the difference between consumers’ expectations and
perceptions of service (Parasuraman et al, 1985). Originally, the SERVQUAL dimensions
were introduced into 10 dimensions, which are tangible, reliability, responsiveness,
competence, courtesy, credibility, security, access, communication and understanding the
customers. Afterwards, the original ten dimensions of SERVQUAL were regrouped into
five dimensions or also known as RATER, including reliability (ability to perform the
promised service dependably and accurately), assurance (employees’ knowledge and
courtesy and their ability to inspire trust and confidence), tangible (appearance of physical
facilities, equipment, personnel and communication materials), empathy (caring,
individualized attention given to customers) and responsiveness (willingness to help

customers and provide prompt service) (Zeithaml et al., 2009).

Besides, the SERVQUAL model developed by Parasuraman, Zeithaml and Berry, to measure
the quality of service, consumers compare the service they received with that of the expected.
Service quality calculated mathematically: P-E (where ‘P’ indicates consumer’s perception
and ‘E’ stands for consumer’s expectation level of service). In the given formula, a
negative result bears the fact that service quality was below expectations; a zero indicates
that customer expectations were met; whereas a positive quantity states that expectations
were exceeded (Harmse, 2012).

The fourth model is a performance-based model of service quality was developed by Cronin
and Taylor (1992). SERVPERF measures the customer perceptions of service performance
and the respondents automatically compare their perceptions of service with their level of

expectations (Cronin and Taylor, 1994).

The fifth model is RESCA model. It is one of the early studies on the quality of the public

transport system from the customer perspective, held by Silcock in 1981. He identified five
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major factors inherent to the public transport industry, namely the measures of accessibility,
reliability, comfort, convenience and safety (RESCA). McKnight et al., (1986) also studied
the quality of the public transport system by using this model. This RESCA model is an
effective tool for measuring service quality in transport services; while it ignores the
contribution of the driver and crew, ticket services and auxiliary services rendered by
service providers. By taking into account this Emmanuel and Solomon (2015) suggest that
drivers are the main service providers in transportation and as a result, they affect passenger
satisfaction. For the reason, they modified the RECSA model would be used by adding

drivers’ behaviours as one dimension.

2.1.6. Concepts about Tourist and Tourist Satisfaction

2.1.7. Tourist

Tourists are persons who are travelling to and staying in places outside their usual
environment for not more than one consecutive year for leisure, business and other purposes
not related to the exercise of an activity remunerated from within the place visited

(UNWTO, 2018).

2.1.8. Satisfaction
According to Clinton & Wellington (2013), the word satisfaction first appeared in the

English language during the thirteenth century. The word satisfaction derived from the Latin
word satis (meaning enough) and the Latin ending faction (from the Latin, facere™ to do/
make”). Kotler (2000) defined satisfaction as: “a person’s feelings of pleasure or
disappointment resulting from comparing a product perceived performance (or outcome)
about his or her expectations.” Baker and Crompton (2000) also defined satisfaction as a
personal experience and mentality related to the nitration between personal expectation and
actual receipt. Besides this ‘Satisfaction’ can be defined in three ways. First, it can be
viewed as a post-consumption evaluation of a selected alternative cause of action to govern,
if it meets or exceeds expectations (Engel, Blackwell, & Miniard, 1993). Satisfaction can be
defined as an emotional response derived from a consumption experience (Spreng,
Mackenzie, & Olshavsky, 1996). Mackay and Crompton 1990 also defined satisfaction by

focusing on the “Psychological outcome which arises from experiencing the service”.
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Bosque and Martin (2008), on the other hand, defined ‘Satisfaction’ as an individual’s

cognitive- affective state derived from consumer experience.

2.1.9. Tourist Satisfaction
Tourists’ satisfaction is a feeling that generates through the cognitive and emotional aspects

of tourism activities. It is mainly based on the tourists’ expectations, destination image,
perceived quality, and perceived value (Wang et al., 2009). Chen and Chen (2010) define
tourist satisfaction as a function of pre-travel expectations and post-travel experiences.
When experiences compared to expectations result in feelings of gratification (or
displeasure), the tourist is satisfied when experiences go beyond the expectations. However,
if the tourist feels displeasure, dissatisfaction will be the expected outcome. Severt et al.
(2007) on the other hand define tourist satisfaction as the extent of the tourist’s fulfilment
pleasure which occurred from the trip experience about a product or service feature that
fulfils the tourist’s desires, expectations and wants in association with the trip. From this
discussion, it is understood that satisfaction of tourists is caused by two different
dimensions: firstly, it is related to the pre-expectation of the tourist before the travel; and
secondly, it is referred to the justification of the tourist on the delivered services after the

travel, and based on the real experiences.

2.1.10. Measuring Tourist Satisfaction
According to W. K. Athula Gnanapala (2015), different research models and frameworks

(instruments) have been developed to identify and measure the tourists’ satisfaction related
to a place/resort or a destination. There are four major instruments widely applied and
discussed by researchers i.e. Importance-Performance Analysis — IPA (Fishbein, 1963);
Martilla & Jemes, 1977; Chon, 1989; Almanza, Jaffe, & Lin, 1994; Duke, & Persia, 1996),
SERVQUAL - Service Quality (Parasuraman et al., 1988; Johns and Howard, 1998;
Abdullah, 2005; Carman, 1990; Babakus & Boller, 1992; Brown et al., 1993), SERVPERF -
Service Perception (Cronin and Taylor, 1992; Boulding et al., 1993, Lee et al., 2000; Parker
& Mathew, 2001) and HOLSAT - Holiday Satisfaction (Alegre & Garau, 2010; Aguilo,
Alegre, & Sard, 2005; Baker & Crompton, 2000; Danaher & Arweiler, 1996; Kozak, 2003;
Pizam & Ellies, 1999; Yoon & Uysal, 2005; Tribe & Snaith, 1998; Truong, 2005; Truong &
Foster, 2006).
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2.1.11. Service Quality Vs Tourist Satisfaction
In recent years, several researchers have been investigated the relationship between service

quality and tourist satisfaction in tourism destinations. The connections between service
quality and tourist satisfaction are arguably the most widely studied relationships in tourism
literature. The growing interest of researchers to the issue between service quality and
tourist satisfaction it’s widely accepted that service quality has a direct effect on tourist
satisfaction (Yen et al, 2010). Moreover, a study conducted by Mukhles (2013) concerning
tourist satisfaction examined the impact of the quality of the tourism product on overall
tourist satisfaction and measured tourists’ perceptions concerning the quality of tourism
services provided at the Petra historical site. The findings noted that service quality,
including destination facilities, destination accessibility and destination attraction, directly
impacted tourist satisfaction. Jihad and Majeda (2012) confirmed service quality has a
significant impact on tourist satisfaction. Ivyanno and Nila (2013) examined the influence
of service quality and tourist satisfaction on the future behavioural intentions of domestic
local tourists to the Borobudur temple using the SERVQUAL model and multiple regression
analysis. The study found that service quality has a positive influence on tourist satisfaction.
In other words, maintaining service quality is important to maximize tourist satisfaction.
Norazah (2013) also found that five elements of service quality, assurance, reliability,
responsiveness, tangibles and empathy are significantly correlated with tourist satisfaction
in the hotel industry in Malaysia. Besides Azam Haghkhah et al. (2016) investigated the
impact of service quality on the tourism industry' satisfaction and revisit on the tourism
industry. All of these variables directly influence tourist satisfaction. Besides the above,
many researchers studied the antecedent of tourist satisfaction. However, the variables of the
antecedents of satisfaction are still debated and have not found agreement on the factor that
determines tourist satisfaction. From those, Meng et al. (2011) stated two variables as an
antecedent of tourist satisfaction which is the image and perceived value. Mohajerani &
Miremadi (2012) used four variables as antecedents of tourist satisfaction which are
perceived quality, perceived value, image, and consumer expectations. Aliman et al. (2016)
and Xia et al. (2009) used four variables as antecedents of satisfaction which are traveller
expectations, perceived quality, the image of the destination, and perceived value and found

the factors to directly affect tourist satisfaction. Sadeh et al. (2012) also used three variables
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as antecedents of tourist satisfaction which are tourists’ expectations, the image of the
destination, and perceived value. Besides Mahadzirah et al. (2011) showed that Destination
Image is the antecedent to Tourist Satisfaction.

2.1.12. Service Quality and Tourist Satisfaction in the Transportation

Sector:

2.1.13. Concept/Definition of Transportation

According to Kamaruddin et al., (2012) transportation is the movement of people and goods
from one place to the other. It is a means by which goods (raw material, production
equipment, operating inventories, semi-finished goods and finished goods), as well as
people, can get to or be made available where they are needed for commercials or non-
commercial purposes, as at when desired. Firdos Kabir (2020) also defines transportation as
the movement of humans, animals, and goods from one location to another. In other words,
the action of transport defined as a particular movement of an organism or thing from point
A to Point B. The need for the conveyance of goods arises from the fact that it often
produced in areas far from the place where it is required for consumption. Therefore, it is

essential to transport goods from one place to another to satisfy those needs.

2.1.14 Service Quality in Public Transport
Mazzula and Eboli (2007) indicate transport service quality evaluation can be made via

asking customers’ opinion about their perception and satisfaction level on the service
quality, their expectation regarding the importance of the service quality, or by questioning
them about both perception and expectation. Also, perception can be compared with the
zone of tolerance of expectations (the range defined by the maximum desired level and
minimum acceptable level of expectations). A rating or ranking of individual service

attributes can also be asked to customers.

Some techniques assume the selection of some service quality attributes. According to
Prioni and Hensher (2003) cited in Mazzula and Eboli (2007), all the attributes of service
quality can be grouped in macro-factors defined by one or more attributes. For example, for
public transport service, the quality attributes can be transported network design (e.g.

number and regularity of bus stops, availability of stops near destination), service supply
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and reliability (e.g. frequency, regularity and punctuality of rides), comfort (e.g. availability
of seats on the bus, bus overcrowding), fare (e.g. fairness or consistency of fare structure,
ease of paying the fare), information (e.g. availability of information on schedules or maps,
explanation and announcement of delays), safety (e.g. safe and competent drivers, security
against crimes), relationship with personnel (e.g. friendly, courteous personnel), customer
preservation (e.g. repayment, complaint number), environmental protection (e.g. use of
vehicles with low environmental impact), quality of the system (quality of stops furniture,
cleanliness of bus's seat). All the above attributes contribute to global service quality, each
one in a different measure. Therefore, to measure the performance of service delivery in

public transport, there is the necessity to quantify the importance of each one.

2.1.15. Service Quality in Taxi Transport
Service quality in public transportation system consists of internal and external factors

which affect the commuter’s perception of public transport services (Middleton, 1998a);
(Ishmael et al., 2018). According to Ishmael et al., (2018) an important aspect of commuting
is the quality of services offered by transport facilities. However public transport services
including taxi services in developing countries are fraught with several problems which
compromise the quality of services. Adarkwa (1991) asserts that public transportation in
Ghanaian cities is characterized by over-crowdedness, excessive waiting times, and long
and inconsistent travel times coupled with poor and unreliable services. Govender, (2016)
correspondingly laments the challenges that minibus taxi commuters face in South Africa
including a high rate of accidents, the un-roadworthiness of vehicles, poor service due to
destructive competition through overloading, and ‘unsavoury’ business management
principles. Also, Techarattanased (2015) in a study on service quality of metered taxi
services in Bangkok, Thailand, chronicled a litany of problems encountered by commuters
including lack of consumer confidence in the safety of the service, the attitude and manners
of taxi drivers and their unwillingness to provide services. Additional problems identified
with Bangkok metered taxi services were drivers denying passengers a range of options by
plying only some specific routes, taking a detour of destinations, driving recklessly,

incorrect use of car accessories and providing the service for only foreign passengers.
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Findings relating to the importance of the dimensions of service quality in the public
transport segment point to the importance of the attitude of drivers to customers’
perceptions of service quality. Yao & Ding (2011) found assurance to be the highest point
and responsiveness the lowest point in performance appraisal of taxi services whiles
reliability was the highest point and empathy the lowest point in importance
appraisal. However, Singh, Koehler and Agrawal (2008) in a related study in the organized
conveyance services subsector found tangibility, reliability, and responsiveness to be the
dimensions with the greatest consequence for employees patronizing commercial passenger
transport. Govender (2014) in a comparative study of service quality between public bus and
mini-bus taxi services also found that reliability, comfort, service and safety influenced the
overall service quality that the former provided whereas reliability, affordability and
service influenced the overall service quality of the latter. Techarattanased (2015) in a study
on service quality of Metered taxi services in Bangkok, Thailand found that consumer usage
behaviour was significantly affected by the responsiveness of the taxi drivers. Shaaban and
Kim, (2016) also found driver behaviour to be an important variable that impacts both
service quality and user loyalty. Furthermore, Dachyar and Rusyidina (2015) found that
customer satisfaction was greatly affected by six factors namely company image, perceived
value and perceived quality, customer expectations, customer trust and customer
complaints. However, company image had the greatest effect on customer satisfaction. The
current study integrated dimensions of service quality from SERVQUAL and RECSA to

develop the instrument for the study.

2.1.16. Tourist Satisfaction in Public Transportation
Tourist satisfaction is considered to be the most important factor related to destination

management and tourism-related sectors. High tourist satisfaction is likely contributed
positively to the development of the destination (Mingfang, 2011). Measuring customer
satisfaction with public transportation services is an important topic in transportation
research and practice (Le-Klahn, 2014). Customer satisfaction about overall service
expectation as expressed by the customers of public transport services suggested that
improvement in planning and reliability are variables having the greatest effect on global
customer satisfaction (Eboli & Mazzulla, 2007). (Govender, 2014) found age, education,

and income were all significant variables in influencing the perceptions of overall service
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quality provided by bus and minibus taxis. The most significant service drivers influencing
the utilization of public transport service are season tickets, followed by ticket pricing and
information service (Jayaraman et.al, 2011). (Dell’Olio, lbeas, & Cecin, 2011) found
waiting time, cleanliness and comfort are the variables that stand out independently of the
grouping criteria and define the quality desired from an efficient and safe public transport.

2.1.17. Taxi Service Quality and Tourist Satisfaction
It has been established that perceived service quality has a positive effect on customer

satisfaction (Lenka et al., 2009). Other studies, specifically in the public transport sector
have shown that service quality has a significant effect on passenger satisfaction (Khurshid
et al., 2012). However, there appears to be no consensus on the dimensions of service
quality that impact satisfaction. Some studies found that all five dimensions of service
quality consisting of tangibility, reliability, responsiveness, assurance and empathy
significantly influence customer satisfaction in the public transport sector (Yao and Ding,
2011; Deneke, Million, Mebratu, Teshome & Teferi, 2016; and Chao and Kao, (2009).
Inbalakshmi and Krishnamoorthy (2015) in a study on Call Taxi Service Quality and
Passenger Satisfaction found three of the SERVQUAL dimension namely, tangibles,
reliability and assurance as well as convenient accessibility, caring and trust to significantly
impact service quality. Horsu and Yeboah (2015) in a related study on the impact of service
quality and customer satisfaction in the minicab taxi services in Cape Coast, Ghana
concluded that RECSA dimensions of reliability, continuous service, comfort and

affordability influenced customer satisfaction.

Other studies have employed alternative measuring scales including RECSA to establish the
effect of transport service quality on customer satisfaction with varied results. For instance,
Dachyar and Rusyidina (2015) using the RECSA scale in their study on the link between
customer satisfaction and service quality in Jakarta’s taxi industry in Indonesia, concluded
that customer satisfaction was greatly affected by 6 factors namely, company image,
perceived value and perceived quality, customer expectations, customer trust and customer
complaints with company image having the greatest effect on customer satisfaction. Van
Lierop and El-Geneidy (2016) also discovered that transit users’ satisfaction with the quality

of service relating to safety, information, and cleanliness had a positive effect on their
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satisfaction. Stuart, Mednick, and Bockman (2000) applied structural equation modelling
(SEM) techniques to demonstrate that service quality attributes namely, value, speed,

personal security and crowding influenced customer satisfaction.

2.1.18. The dimension of Perceived Transport Service Quality
As mentioned above the quality of transport service can be measured against reliability, the

extent of service, safety, security, comfort, price affordability and driver professionalism
(Emmanuel and Solomon, 2015). This modified RESCA model with some modification
would be discussed below in detail:

The Reliability of Service

Reliability service quality dimension is the first service quality dimension in RESCA model.
Which refers, the extent to which the dealership delivers promised service to the customers
(including arrival at the destination, journey length, and communications), and adherence to
scheduled routes (Berger et al, 2011). In the broadest sense, reliability means that the public

transport operator will deliver on promises about being punctual or on time.
The Extent of Service

The second service quality dimension is the extent of service, which involves service
availability, the extent to which a public transport mode take commuters to their exact
destinations, and the friendliness of the frontline staff (McKnight, et al. 1986). Public
transport accessibility and availability are both important. Public transport accessibility is
about commuter’s ability to get to and from places it is about enabling access (Public

Transport Victoria, 2013).

Safety: in most situations, high standards of safety are a desirable objective of most
passengers. Road accidents are the main threat of passengers. Poor driving standards and
poor vehicle conditions are considered as the primary causes of accidents. The tendency for
drivers to drive at dangerously high speeds accompanied with overloading, poor
maintenance, and poor vehicle lighting while driven at night, failure of drivers to regulate

their speed following road conditions are the common sources for the death and injury of
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passengers. Hence, safety measures have to be put in practice so that the passengers would
be guaranteed of safety (lles, 2005).

Security: in many transport system, passengers are not secured from pickpocket both on
buses and at bus stops and terminals. In some cases, it is common that passengers are
violently robbed. How transport is operated determines the level of insecurity. While the
presence of inspectors or conductors on the vehicles, good lighting on buses and at bus stops
have a beneficial effect in reducing the opportunities for the crime of pickpocketing,
overcrowding of buses and poor discipline at bus stops and terminals increases passengers
vulnerability to pickpockets (lles, 2005).

The Comfort of Service: it refers to the extent to which the passengers would be saved
from dissatisfaction during their trip (Emmanuel and Solomon, 2015).

Price Affordability of Service: In the transportation sector; affordability means that the
ability of the passengers’ to pay for their transit service (Carruthers and Dick, 2014). Also, it
is one of the main reasons people choose one service provider over the other. Price fairness
in taxi service can mean the lesser amount of money one has to pay compared to
competitors or an optimal charge that will be asked for the service provided instead. Taxi
price attribute on the other hand includes discounts are given, day & night time charges per
km & waiting for charges (Yodit Bekele, 2019).

The Driver’s Behaviour: In public transportation, sector drivers are the most important
factors which influence commuters’ satisfaction for the service provided (Hokanson, 1995).
Driver behaviour attribute of a driver comprises, a safe driving skill that includes respecting
traffic regulations, knowledge of the routes, soft skills such as good communication skill,
being polite & respectful. Disney, (1998) as cited in Yodit Bekele (2019) explained,
friendliness behaviour of the driver can satisfy customers by developing better
communication with commuters and understanding their needs. Drivers grooming and
neatness may also be related to the factors that could create a decent impression on
customers (Disney, 1998 as cited in Yodit Bekele, 2019).
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2.2. Empirical Literature Review
Nwachukwu et al., (2019) studied tourists’ satisfaction with public transport services

in Lagos, Nigeria. The results depict that tourists were not satisfied with public
transport services in the city of Lagos. Principal component analysis results identified five
underlying components accessibility, journey comfort, travelling security, travelling
information, and customer services that impact on tourists’ satisfaction with public

transportation services.

Sasitorn Chetanont (2016) assessed the quality perception of public taxi services towards
satisfaction in using among foreign tourists: the case study of taxis in Bangkok. The results
found that quality perception of public taxi services towards satisfaction in using among
foreign tourists in term of reaching services and flexibility at the high level with a mean of
3.72, professionalism and service skills at the high level with a mean of 3.64,
attitudes and behaviours at a high level with a mean of 3.60 and term of compensation at a
moderate level with a mean of 3.40.

Ishmael Mensah et al., (2018) examined taxi service quality and satisfaction among
commuters in the Accra metropolitan area. The results show that service quality had a
significant effect on commuter’s satisfaction with taxi service. However, the responsiveness

dimension did not have a significant effect on satisfaction.

Ivyanno U. Canny (2013) investigated service quality, tourist satisfaction and future
behavioural intentions among domestic local tourist at Borobudur temple. The findings of
the study showed that service quality had a significant positive relationship with tourist
satisfaction. While the study was revealed that positive relationship also occurs between

tourist satisfactions on future behavioural intentions.

Virkar Anjali et al., (2018), analyse factors influencing tourist satisfaction with public
transport in Goa. The analysis resulted in four different service dimensions - service
reliability and planning, safety and comfort, the convenience of service and availability of

services. Tourists were found to be generally satisfied with public transport services in Goa.

In Ethiopia Gizate Gija Omo (2017) studied service quality and customer satisfaction in

public transport of the Gamo Gofa Zone revealed that passengers of Gamo Gofa Zone
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public transport users are not satisfied with the perceived services of five quality dimensions
of the model and it enforces the public transport providers to focus on passengers
expectations. The public service providers should focus on improving waiting shelters,
benches, showers; concerned legal bodies should follow the implementation of public
transport proclamation rules and regulations at all routes as well as supervisors and
controllers should enforce to implement rules and regulations when violated and delivers

training and awareness for the employees to handle passengers in a good manner.

Gobezie Getachew (2019) assessed the impact of transportation service quality on customer
satisfaction: Evidence from the Amhara region. The result indicates that reliability, security,
comfort, safety and convenience have a significant effect on customer satisfaction. The
finding revealed that Bajaj customers are moderately satisfied with the current service

supply.

Yodit Bekele (2019) studied factors affecting customer’s satisfaction of application-based
taxi service (The Case of RIDE). The findings of the study revealed that all the six
satisfaction affecting factors, (Price, Time, Application Convenience, Driver’s
professionalism, Call Centre employees Responsiveness & Car condition) have a positive

relationship with taxi passenger’s satisfaction.

In the above literature, many empirical studies are presenting on the relationship between
public transport service quality and tourist satisfaction, but no research in the study area as
well as in the country from the tourist perspective and not presenting the taxi service quality,
rather mainly focused on customer satisfaction on public transport. It indicates that there is a
gap to be filled with this research. Besides, from the literature, the following most
frequently mentioned constructs (quality factors) namely: reliability, safety and security,
comfort, price affordability and driver professionalism were selected as independent
variables that are considered to contribute foremost to the dependent variable (tourist

satisfaction) by the researcher.
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2.3. Conceptual Framework

2.3.1. Conceptual Framework Modified RESCA Model
Modified RESCA Model for Measuring Service Quality in the Transportation Sector

Independent Variables

Modified IIQESCA Model

Dependent variables

Tourist Satisfaction

Driver Professionalism

Source: Adopted from Emmanuel and Solomon (2015)
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Figure 2.1: Service Quality Attributes (Modified RESCA Model).

Figure 2.1 shows the conceptual framework of service quality on tourist satisfaction. The
service quality measurements (Reliability, Safety and Security, Comfort, Price affordability

and Driver professionalism) are the independent variables, while tourist satisfaction is the

dependent variable.
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CHAPTER THREE:

RESEARCH DESIGN AND METHODOLOGY

INTRODUCTION
This chapter presents and justifies the selection of relevant methodology and the method

employed in the study. The chapter, therefore, focused on the following aspects: description
of the study area, research design, research approach; sources and types of data that has been
used, the target population of the study, sampling procedures and sample size, data
collection technique, method of data presentation and analysis, issues of reliability and
validity, data quality assurance and finally the ethical concerns in carrying out the research.

3.1. Description of the Study Area
According to (Ethiopian airport enterprise, 2020) Addis Ababa Bole International Airport

(IATA: ADD, ICAO: HAAB) is an international airport in Addis Ababa, Ethiopia. It is
located in the Bole district, 6 km (3.7 mi) southeast of the city centre. The airport was
formerly known as Haile Selassie | International Airport, is an airport that serves more than
12.1 million passengers each year. From June 2018, about 450 flights each day were
arriving and leaving the airport. Ethiopian Airlines is one of the major hubs for Ethiopian
airlines and one of the largest airports in Africa. The ultra-modern airport terminal was
inaugurated on January 21, 2003. This spacious terminal handles all international flights
with its 21%-century facilities. Addis Ababa Bole International Airport is the busiest airport
in East Africa with a capacity of providing a world-class passenger. This national airline
serves destinations in Ethiopia and throughout the African continent, as well as non-stop
service to Asia, Europe, North America and South America. The airport is also the base of
the Ethiopian Aviation Academy (Ethiopian airport enterprise, 2020). Addis Ababa Bole
International Airport provides services and facilities to offer comfort and ease for its
travellers. The airport has two terminals with a total of 11 gates, plus more than 30 remote
aircraft parking stands behind both Terminals. Terminal 1 has 4 gates and Terminal 2 has 7
gates. Terminal 1 serves Domestic and Regional flights for Ethiopian Airlines, Egypt Air,
Qatar Airways, Sudan Airways, and Yemenia. Terminal 2 serves international flights and

the rest of the airlines that serve the airport. The airport has also a restaurant and a coffee
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bar. A wide range of shopping and dining places are available from popular restaurants,
cafes and luxury and designer shops and the airport have free Wi-Fi available. Besides there
is comfortable lounges are available. Include Ethiopian Airlines Sheba Miles Lounge,
Ethiopian Airlines Star Alliance Gold Lounge, Ethiopian Airlines Cloud Nine Lounge | and
Ethiopian Airlines Cloud Nine Lounge Il (Ethiopian airport enterprise, 2020).

3.2. Maps of Study Area
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3.3. Research Design and Approach
The research has tried to show clearly the tourist satisfaction on taxi services at Bole

international airport. The dependent variable used in this study is overall tourist satisfaction
with taxi transport service at Bole international airport, while independent variables are
specific service quality attributes which consist of service given, reliability, safety and
security, comfort, price affordability and the driver professionalism. To this effect, both
descriptive and explanatory research design was used. The reason behind using descriptive
research design is to describe the service quality dimensions that lead to tourist satisfaction,
and that of explanatory is to explain, understand, predict and control the effect of
independent variables (service quality dimensions) over the dependent variable (tourist
satisfaction in taxi service). The method was suitable and helpful in examining the
relationship and concludes from the findings. Besides, mixed research approach would be

used. The study also uses cross-sectional design when we see in time aspect and different
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inferential statistics tools were used to investigate the tourists’ perception of their

satisfaction level on taxi service.

3.4. Data Sources
To generate relevant data for this study, primary data sources would be used. Primary data

are the original data which are gathered using a self-administered structured questionnaire
which comprises both open-ended and close-ended questions then distributed and filled up
by tourist under the close supervision of the researcher in identifying the taxi service users
at Bole international airport.

3.5. Target Population of the Study
The target population for the study would be both international and domestic tourists that

are used taxi transport service among 3 groups of the taxi. Primarily the researcher intended
to gather the data from international tourists. However, due to the impact of coronavirus
(COVID 19) the researcher unable to gather the intended data, for the reason the researcher
include domestic tourist that use taxi service. The tourists are identified from the other
traveller by asking first their purpose of traveling. When the researcher asks their purpose it
related to the tourism that means pleasure or business, visiting friends and relatives,
conference, study or other tourism related event the researcher informing the objective of

the questioner and distributed to the target population of the study

3.6. Sample and Sampling Techniques

3.6.1. Sampling Method
Because of the large number of the sample unit, time and cost constraint, the sample was

drawn from the targeted population by using non-probability sampling. According to
Kothari (2004), this sampling method involves the purposive or deliberate selection of
particular units of the universe for constituting a sample which represents the universe. In
this study, purposive sampling technique was used where the population elements were
selected in the sample based on the criteria if they have used taxi service at Bole

international airport.
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3.6.2. Sample Size
According to Syed Muhammad Sajjad Kabir (2016), a sample is a part of the population that

represents the characteristics of the population. A carefully selected sample can provide data
representative of the population from which it is drawn (Wimmerand Dominick, 2006).
Moreover, Hair et al., (2010), stated that the sample size has an impact on the reliability of
factors that emerge from a factor analysis; while there is no consensus on acceptable sample
size. While Bryman and Cramer (2004) agree that the number of participants in the sample
should be at least greater than the number of variables analyzed. Besides, Krejcie and
Morgan (1970) stated that a sample size of at least 384 is likely to be sufficient, no matter
how large the population is represented.

There are two types of sampling techniques: probability and non-probability sampling. The
study employed both probability and non-probability sampling considering the purpose of
this explanatory research. First, the researcher employed non-probability sampling; namely,
convenience sampling to gather the data from the entire user of taxi service at Bole
international airport. Accordingly, convenience sampling involves collecting information of
members of the population that are near and readily available for research purposes. Then,
the researcher used probability sampling to distribute the questionnaires to the tourists (taxi
users) during the data collection dates. Also for sampling, the estimation formulas
developed by Cochran (1963) were used. The reason for choosing this formula is that as
cited in Yalew Zeleke (2017); it is mostly used by other researchers to measure service
quality and it is a large population we didn’t know the variability in the proportion that

adopted the practice.

Where,

n =Sample size

Z =z value at specified confidence interval, z=1.96 at 95% confidence interval
p =Probability of positive response (0.5)

Q=1-p (0.5) = 1-0.5=0.5
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Q= Probability of negative response (0.5)

e — Desired level of precision (£5%) = 5/100 = 0.05

_ Z?%pq _ (1.96)? (0.5) (0.5)

n="=21 ont . ~384.16~ 384

By using the above formula, 384 questioners were distributed to taxi service user at Bole
international airport by informing them about the objective of the research and getting their
full consent during a specified period.

3.7. Data Collection Method and Instrument

3.7.1. Data Collection Method
The necessary data for the study was collected from the primary sources of data. Those

primary data were collected from self-administered a structured questionnaire. The
questionnaire consists of well-formulated questions and fixed response alternatives that are

directly related to the research objectives.

3.7.2. Questionnaire Development
Structured questionnaires are organized based on tourist satisfaction towards taxi service at

Bole international airport. The questionnaires for the study would be incorporated into four
parts. The beginning section contained the demographic detail of the respondents. Which
include items such as gender, age, nationality, level of education, occupational status etc.
The second part focused on the question related to the level of tourist satisfaction towards
taxi service. The questioners were developed by the modified RESCA model, adopted from
Emmanuel and Solomon (2015). To assess the effect of service quality on tourist
satisfaction in taxi service at Bole international airport six items for reliability, seven items
for safety and security, eleven items for comfort dimension, seven items for price
affordability dimensions and nine items correspond to driver professionalism were used.
The schedules were designed firstly in English version by intending international tourists.
However, it translated into Amharic version first the researcher intended only international
tourists but due to the impact of coronavirus (COVID 19) the target population of study
included domestic tourists to achieve the required sample. Because since February 20

international tourists not come to Ethiopia. The translation of schedule makes the domestic
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tourists familiar with the concept as well as easy understanding. In this study, a five-point
Likert scale (Likert, 1932) was used to indicate the degree of respondent’s agreement
towards taxi service at Bole international airport which rating from 1 (strongly disagrees) to
5 (strongly agree). This Likert scale is used because of research conducted by Perez et al.
(2007), Fellesson & Friman (2008) and Randheer et al. (2011) have successfully used a five-
point Likert scale in measuring the service quality. As the type of data involved in the
analysis can clearly be explained, the Likert scale is generally accepted as the interval
measurement. The third part of the questionnaire measure the level of tourist satisfaction of
the taxi service at Bole international airport and the fourth part of the questioner assess the
perception of tourists towards driver professionalism at Bole international airport.

3.8. Data Analysis and Presentation
In this study, the primary data gathered from the respondents by using structured questioner

were analyzed with the combination of both descriptive statistics and inferential statics. The
researcher used descriptive statistics, like Frequency, percentage, mean, standard deviation
and cross tabular presentation to analysis the demographic profile of the respondents.
Furthermore, inferential statistics (correlation, regression and t-test) were used to analyze
the data. Besides, the Pearson correlation was used to assess the relationship between five
service quality dimension and tourist satisfaction on taxi service. Also, multiple linear
regression analysis was used to evaluate the effect of independent variables (i.e. Reliability,
Safety and Security, Comfort, Price affordability and driver professionalism) on dependent
variables (tourist satisfaction). To accomplish all the above requirements, the researcher has
used the Statistical Package for Social Science (SPSS) version 22 software. The relationship
between the dependent variable (tourist satisfaction) and the independent variables is

expressed as a linear combination of the independent variables plus an error term.

Finally, the regression equation or model specification for an examination of the effect of

taxi service quality on tourist satisfaction is:
OTS = B0+ B1X1 + B2x2 + B3X3 + B4X4 + B5X5 + 20
Where OTS= Overall Tourist Satisfaction

B0=Y-intercept/constant
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B1= The beta weight or regression coefficient of Reliability

2= The beta weight or regression coefficient of Safety and Security

3= The beta weight or regression coefficient of Comfort

B4= The beta weight or regression coefficient of Price affordability

5= The beta weight or regression coefficient of Driver’s professionalism
X1= Reliability

X2= Safety and Security

X3 =Comfort

X4=Price affordability

X5=Driver professionalism

¥ =sum of residuals or error terms

3.9. Reliability and Validity Analysis

3.9.1. Reliability
In this study internal consistency of variables can be measured by using Cronbach’s alpha

coefficient; it represented by a number between 0 and 1. Scales with coefficient alpha
between 0.6 and 0.7 indicate fair reliability whereas a Cronbach’s alpha score of .70 or
higher is considered as adequate to determine reliability (Zikmund et al., 2010). For this
study, reliability test would be conducted on the dependent variable (tourist satisfaction in
taxi service), and independent variables taxi service quality factors (i.e., reliability, safety

and security, comfort, price affordability and drivers professionalism).

3.9.2. Validity
In this study for measuring attribute, construct validity would be used. For this, the

questionnaire would be developed based on the well-known modified RESCA model being
developed by Emmanuel and Solomon (2015). This model helps to use a valid questionnaire

instrument that has been tested over and over again and found to be valid for researching
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connection with the assessment of taxi service quality at Bole international airport.
Furthermore, the researcher has designed a questionnaire and made a pilot test of the
questions by discussing with the advisor, then following the recommendations made from
the advisor the final questioners have been developed and distributed to the respondents.
What is more, after the data analysis and interpretation, the results would be given to the
advisor for technical comments it follows that the findings would be confirmed to have been
valid and reliable.

3.10. Data Quality Assurance
For the study a researcher has gathered data by using a structured questionnaire and the

concept would be verified and interpreted by the researcher. The quality of data would be
ensured through close supervision of data collectors. The information would be exchanged
between data collectors and supervisors. All collected data would be checked for
completeness, accuracy and consistency by the researcher daily. Anything unclear and

ambiguous would be corrected by communicating the data collectors when necessary.

3.11. Ethical Consideration
When collecting data for the study, first an authorized correspondence memo to conduct the

research would be obtained from Addis Ababa University, Centre of Development Studies.
Then the letter would hand to Bole international airport's enterprise head office and other
parties which the study may concern. Then the researcher would explain the purpose and
nature of the study for respondents and asked for their informed consent to be participating
or not. Apart from that, some briefings would be written on the heading of every
questionnaire as respondent’s information would be strictly confidential and only taken for
academic purposes, and will not be used for any personal interest and also the whole process
of the study controlled to be within acceptable professional ethics. Moreover, a statement
confirms the prohibition of including any identity detail or personal references in the
questionnaire. This was to avoid any biased response or unauthentic data provided by
respondents and to make participants safer in filling the questionnaire. After that, the
researchers collected the information and would analyze the study according to the response.
Findings must be reported with a complete and honest fashion, without misrepresenting

what has been done or intentionally misleading others as to the nature of it. Data may not be
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fabricated to support a particular conclusion. Finally, a copy of the final report would be

given to the universities.

CHAPTER FOUR:

RESEARCH ANALYSIS AND FINDINGS

Introduction
This study aims to assess the effect of service quality on tourist satisfaction in taxi service at

Bole international airport. The information obtained is summarized and analyzed using
descriptive data analysis techniques which includes tabulation, percentage and mean scores.
This chapter comprises of four divisions, including the validity and reliability, following by
descriptive statistics using tables to deliver the frequencies, central tendency and dispersion,
followed by the results of Pearson’s correlation coefficient and regression results and the
hypothesis test based on multiple linear regression via SPSS version 22. Therefore, the
chapter would be concluded with the discussion of findings and the proof of the hypothesis

of this inquiry.

4.1. Results and Discussion
The study was designed to assess the effect of service quality on tourist satisfaction in taxi

service at Bole international airport. To address this objective, data were collected from taxi
users. Based on the sample size determined in chapter three, 384 survey questionnaires were
distributed to users of the taxi. Out of this, seven (7) sets of questioners were considered
unusable because they were not properly filled by the respondents, and twelve (12) of the
questioners were not turned back. After excluding 19 invalid questioners, a total of 365
valid questioners were accepted for the data analysis. The response rate was (95.05%). After
that, the results obtained from survey questionnaires were analyzed by using Statistical

Package for Social Sciences (SPSS) version 22.
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4.2. Demographic Characteristics of Sample Respondents
To find out the general background of users of taxi service at Bole international airport, the

respondents were asked their Gender, Age, Types of tourist, Nationality, Educational Status,

Marital status, occupation and the purpose of the visit is described as follows:

4.2.1. Gender Profile of the Respondents

Table 4.1 Gender Distribution of the Respondents

Frequency Percent
Male 186 51.0
Female 179 49.0
Total 365 100.0

Source: Own survey, SPSS result, 2020

As we see from table 4.1 above the majority of the respondent’s gender are males 186

(51%) and the remaining 179 (49%) are female respondents. Based on this result, we can

conclude that male’s tourist who used taxi services are slightly higher than females.

4.2.2 Age Distribution of the Respondents

Table 4.2 The Age Distribution of the Respondents

Age Frequency Percent
19-29 126 34.5
30-39 135 37.0
40-49 82 22.5
50 and above 22 6.0
Total 365 100.0

Source: Own survey, SPSS result, 2020

Regarding age distribution, the greater respondent was 135 (37 %) within the age of 30-39,
followed by 126 (34.5 %) was from 19-29, and the others 82 (22.5 %) were within the age
group of 40 to 49, and the last 22 (6%) of the respondent’s ages are 50 and above. As per the
above result, we can conclude that most of the survey respondents who used the taxi service

are young people.
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4.2.3 Purpose of Visit

Table 4.3 Purpose of Traveling

Purpose of Traveling

Frequency Percent
Pleasure or business 93 25.5
visiting friends or relatives | 68 18.6
Conference 133 36.4
Study 59 16.2
Others 12 3.3
Total 365 100.0

Source: Own survey, SPSS result, 2020

When we see the distribution of purpose of visit, most of the respondents have for
conference 133 (36.4%). Followed by pleasure and business 93 (25.5%), visiting friends and
relatives 68 (18.6%), study 59 (16.2%) and others account for 12 (3.3%) of distribution

among the total respondents.

4.2.4. Types of Tourist

Table 4.4 Types of Tourists

Types of Tourists Frequency Percent
Domestic 169 46.3
International 196 53.7
Total 365 100.0

Source: Own survey, SPSS result, 2020

From the table above, Domestic respondents account 169 (46.3%) and international
respondents account 196 (53.7 %) of the total respondents. The researcher identified the
tourist by the purpose of travelling. As described in chapter three the researcher intended to
focus on international tourists only. However, due to the impact of coronavirus (COVID

19), numbers of international tourists become less. In February the researcher collected
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some data from international tourists to fill the remaining data the researcher embraces
domestic tourists that use taxi service at Bole International airport.

4.2.5. Respondents Nationality

Table 4.5 Respondents Nationality

Nationality Frequency Percent
African 213 58.4
American 34 9.3
Arabian 29 7.9
Australian 15 4.1
Asian 36 9.9
European 38 10.4
Total 365 100.0

Source: Own survey SPSS result, 2020

As presented in Table 4.5 above majority 213 (58.4%) of the respondents are African
nationality, then followed by European 38 (10.4%), Asian 36 (9.9%), American 34 (9.3 %,)
Arabian nationality 29 (7.9%) and the remaining 15 (4.1 %) are Asian nationalities. African
nationalities are highest in this study because due to the impact of coronavirus (COVID 19)
international tourists are less and the researcher collected many of the data from domestic

tourists.

4.2.6. Educational Status of Respondents
Figure 4.1 Bar Chart of Gender and Educational Status

36| Page



Bar Chart

Educational status
Bl === than high school
I High school
Il Diploma
Il Dearee
[CIraster degrees and above

Count

Source: Own survey SPSS result, 2020

As portrayed on the bar chart 4.1, 132 (36.16 %) of respondents that use taxi transport
service at Bole international airport are degree holder, among them 50.96% are male and the
remaining 49.04% are female. As the data shows besides this 121 (33.15%) of respondents
are master degree and above holder. In this case, 56 (15.34%) are male and the rest 65
(17.81%) are female, the other 68 (18.63%) of respondents of taxi user at Bole international
airport holds diploma. In this case, 37 (10.14%) are male and the rest 31 (8.49%) are female.
Next to this 27 (7.40%) of the respondents are a high school. In this case, 15 (4.11%) are
male and the rest 12 (3.29%) are female, finally, the lowest level of education in taxi service
users are less than high school. In this case, 9 (2.47%) are male and the rest 8 (2.19%) are
female. As per the above result, we can conclude that most of the survey respondents who

used taxi service are males and females have a good educational background.

4.2.7. Reason for Traveling
Figure 4.2 Bar Chart of Gender and Purpose of Visit
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Source: Own survey, SPSS result, 2020

As portrayed on the bar chart 4.2, around 133 (36.44%) of reasons that respondents that use
taxi service at Bole international airport are for conference, among them 186 (50.96 %) are
male and the remaining 49.04% are female. The second one is for pleasure or business
purpose. In this sector, the male respondents are 12.05% and the rest are female (13.42%),
the other group of the taxi service users are visiting friends or relatives (18.63 %) and for
study males are 7.67 % and females are 8.49 % finally the lowest taxi service users are
coming for another purpose. From the above result, most of the time male and female taxi

user for conference use.

4.2.8. Reason for Traveling
Figure 4.3. Bar Chart of Gender and Employment Status
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As portrayed on the bar chart 4.3, around 111 (30.41%) of taxi users are self-employed,
among them 50.96% are male and the remaining 49.04% are female. The second one is a
private employee. In this sector, the male taxi service users are 56 (15.34 %) and the rest are
female 52 (14.25%), the other taxi service users are a government employee. In this sector,
the male taxi service users are 39 (10.68 %) and the rest are female 33 (9.04%). Besides, 38
(10.41%) of the respondents are a student. In this sector also, the male taxi service users are
20 (5.48%) and females are 18 (4.93%), and 22 (6.02%) are unemployed; in this sector
males are 11 (3.01%) and females taxi service user are 11 (3.01%) finally the remaining
(3.84%) are retired. From the above result, most taxi service users at Bole international

airport are their own employment.

4.3. Descriptive Analysis of Service Quality Measurement
To measure the tourists’ perception of the taxi service quality at Bole international airport,

the modified RESCA model would be used in this study. Modified RESCA directly
measures the tourist’s perception of taxi service quality and assumes that respondents
automatically compare their perceptions of the service quality levels with their expectations

of those services.

4.3.1. Reliability Test
Reliability is essentially about consistency. That is if we measure something many times and

the result is always the same, then we can say that our measurement instrument is reliable
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(John et al., 2010). According to Hair, et al., (2010), if a is greater than 0.7, it means that it
has high reliability and if o is smaller than 0.3, then it implies that there is low reliability.
From the table below the alpha coefficient for reliability dimension for taxi service is 0.801
the alpha coefficient for safety and security dimension is 0.889 the alpha coefficient for
comfort dimension is 0.714 and the alpha coefficients for price affordability and driver
professionalism dimensions are 0.701 and 0.806 respectively this shows that the data
collected from the respondents of taxi service at Bole international airport is reliable and
consistent from the scale. Also, checking the reliability test by taking all the service quality
dimensions together gives us the more reliable alpha coefficient which is 0.941. This means
that the dimensions used to measure the service quality for this study are very consistent.

Table 4.6 Cronbach's Alpha of Data Reliability.

Reliability Statistics

No | Name of Variable Cronbach's Alpha value N of Items
1 Reliability .801 6
2 Safety and Security .889 7
3 Comfort 714 11
4 Price Affordability 701 7
5 Driver professionalism .806 9
6 Tourist satisfaction 721 9
Overall Reliability statistics 941 49

Source: Own survey, SPSS result, 2020.

4.4. Descriptive Statistics for the Effect of Service Quality on Tourist

Satisfaction in Taxi Service
To assess the effect of service quality on tourist satisfaction in taxi service at Bole

international airport a five-point Likert scale was used. Within which six items were used to
represent the variable reliability, seven items were used to represent the variable safety and
security, eleven items to measure comfort, seven items to measure price affordability and
nine items to measure driver professionalisms respectively. The analysis of the study was

done using descriptive statistic or through using central tendency, from these the researcher
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used the mean scores of each variable. The main reason for using this measurement was to
demonstrate the average responses of respondents for each question that was included under
each dimension of the predictor variable and to reach the grand mean of each dimension.
Finally, the interpretation is made through using the grand mean of each independent
dimension for the aim of achieving partial research objectives of the study. The grand mean
score for the constructs are above 3 will communicate respondents somehow show an
agreement to the questions raised during the survey. On the other hand, high Standard
deviation score implies, the data is widespread due respondents have relatively diverse
opinion whereas, the low standard deviation score mean to be respondents have relatively
similar responses to items under the study.

4.4.1. Tourist’s Perception on Reliability Dimension of Taxi
According to Yusof et al. (2015) reliability is the ability to perform the promised service

dependably, accurately and consistently. In this study the dimension includes, driver
satisfies the tourists request the first time, taxi service provider follow-ups on tourist to
ensure satisfaction, the taxi service provider gives accurate information to the tourist, taxi
are never breakdown on the road, drivers ability to answer accurately the tourists request

and the tourist feel safe in the delivery of services.

The data illustrated in the table below revealed that the respondents satisfied with driver
satisfies tourist’s request the first time with a mean score of 3.5671 while the standard
deviation was £1.53673. On the second question taxi service provider follow-ups on tourist
to ensure satisfaction with a mean score of 3.4630 while the standard deviation was +
1.56257, Taxi service provider gives accurate information to the passengers with a mean
score of 3.4274 while the standard deviation was + 1.60128, Taxi are never breakdown on
the road with a mean score of 3.3726 while the standard deviation was +1.58922, Drivers
were able to accurately answer the tourist’s questions with a mean score of 3.3151 while the
standard deviation was + 1.50892, the tourists feel safe in the delivery of services with a
mean score of 3.2438 while the standard deviation was *+ 1.43858 The overall mean
perception of taxi reliability is 3.3982, indicating that the majority of respondents are

towards the agreed level with the statements specified in the study.
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Tables 4.7 Tourists Perception on Reliability Dimension of Taxi

Reliability N Mean Std. Deviation
Driver satisfies your request the first time 365 | 3.5671 | 1.53673
Taxi service provider follow-ups on tourist to | 365 | 3.4630 | 1.56257
ensure satisfaction

Taxi service provider gives accurate information | 365 | 3.4274 | 1.60128
to the tourist’s

Taxi are never breakdown on the road 365 | 3.3726 | 1.58922
Drivers were able to accurately answer my | 365 | 3.3151 | 1.50892
questions

You feel safe in the delivery of services of thetaxi | 365 | 3.2438 | 1.43858
Overall Reliability 365 | 3.3982

Valid N (listwise) 365

Source: Own survey, SPSS result, 2020

4.4.2. Tourist’s Perception on Safety and Security Dimension of Taxi

From the given table 4.9 below the overall mean value of safety and security is 3.2642, and
the highest mean score is obtained on the first question which asks about the taxi provides
safe and secure service to the passengers with a mean value of 3.3151. Which show that the
majority of the respondents agree that the taxi transportation safety and security meet
tourists’ needs, and the lowest mean score is obtained in the fifth question which asks about
the drivers are equipped with excellent skills to operate the taxi with a mean value of

3.2027, from the result, we can conclude that the majority of respondents are towards the

agreed level with the safety and security of taxi.

Table 4.8 Tourist Perception on Safety and Security Dimension of Taxi

Safety and security N Mean Std. Deviation
Taxis give secured service to their passengers 365 3.3151 | 1.50892
Taxi drivers are friendly and disciplined 365 3.3014 | 1.47586
The drivers obeys traffic rules 365 3.2466 | 1.51531
The taxi drivers drive at a safe speed 365 3.2986 | 1.46051
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The drivers are equipped with excellent skills to | 365 3.2027 | 1.56454
operate the taxi

Taxis are free from violent robbery during travel | 365 3.2767 | 1.55755
Security capacity of passenger and property 365 3.2082 | 1.56382
Overall Mean of Safety and Security 365 3.2642

Valid N (listwise) 365

Source: Own survey, SPSS result, 2020

4.4.3. Tourist’s Perception on Comfort Dimension of Taxi
This section of the questionnaire tested the attitude and views about the comfort of the taxi.

Sequences of eleven statements were presented to taxi service users at Bole international

airport, tourists were asked to describe their satisfaction level under each statement.

Table 4.9 Tourist Perception on Comfort Dimension of Taxi

Comfort N | Mean | Std. Deviation
Taxis carry as per the specified capacity. 365 | 3.0247 | 1.75629
Taxi comfort inside temperature/ suffocation /loading | 365 | 3.2110 | 1.73106
capacity/ and Ventilation

The taxis are in a good standard of cleanliness 365 | 3.1644 | 1.64428
It is important to me that the traveling time of taxi is short 365 | 3.1370 | 1.71383
Taxis have spacious and comfort seats for the passenger 365 | 3.2082 | 1.72105
The smoothness of the journey on taxi 365 | 3.1918 | 1.56593
Degree of crowding on the paratransit 365 | 3.5671 | 1.53673
The quality of Air-condition in taxi are good 365 | 3.3151 | 1.50892
The taxi has attractive physical facilities 365 | 3.2986 | 1.46051
The taxi’s fixture and fittings are comfortable. 365 | 3.4000 | 1.59979
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The taxi’s interior and exterior were well maintained 365 | 3.3288 | 1.53936

Overall mean of Comfort 365 | 3.2588

Valid N (listwise) 365

Source: Own survey, SPSS result, 2020

The data illustrated in the table above indicated that the respondents have satisfied with taxis
carry as per specified capacity with a mean score of 3.0247 & taxis comfort inside
temperature/ suffocation /loading capacity/ and Ventilation with a mean score of 3.2110.
Also, respondents agree that taxis are in good standards of cleanliness and the travelling
time of taxi is short with a mean score of 3.1644 & 3.1370 respectively. Respondents also
agree that taxis have spacious and comfortable seats for the passenger and the smoothness of
the journey on a taxi with a mean score of 3.2082 and 3.1918 respectively. Degree of
crowding on the paratransit and the quality of Air-condition in a taxi are good with a mean
score of 3.5671 and 3.3151 respectively. Furthermore, respondents also agree on the taxi has
attractive physical facilities and the taxi’s fixture and fittings are comfortable with a mean
score of 3.2986 and 3.4000. Besides the respondents are agree on the maintenance of the
taxi’s interior and exterior with a mean value of 3.3288. The overall mean perception of
comfort is 3.2588, from the above result; we can conclude that the majority of respondents

are towards the agreed level with the statements specified in the study.

4.4.4. Tourist’s Perception on Price Affordability Dimension of Taxi
This section of the questionnaire tested the attitude and views about price affordability of

taxi, and sequences of seven questions were presented to taxi service users at Bole
international airport, to state their level of agreement with price affordability under each
statement.

According to the data illustrated in table 4.11 below, respondents agree that the taxi
transport fares you pay about the service you are receiving and the price of taxi service is
commensurate with distance with a mean score of 3.5671 and 3.4110 respectively. Besides,
respondents are also agreeing that the service provider does not charge a fee that is above
the tariff and the taxi gives cost-effective very good services with a mean score of 3.5781

and 3.2356 respectively. Furthermore, respondents have to agree about the tariffs (price)
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charged against luggage’s transportation iS generally fair and pricing at the taxi is
reasonable and dictates value for money to tourists with a mean score of 3.1863 and 3.2027.
Also, the tourists are satisfied with the cheapest fare with a mean score of 3.5534. The
overall mean for the perception of affordability of taxi is 3.3906, indicating that the majority
of respondents are towards agreeing on the level of price affordability with the statements
specified in the study.

Table 4.10 Tourist Perception on Price Affordability Dimension of taxi

Price Affordability N Mean Std. Deviation

The taxi transport fares you pay for the service | 365 3.5671 | 1.55804

you are receiving

The price of taxi service is commensurate with | 365 3.4110 | 1.67263

distance

The taxi transport service provider does not | 365 3.5781 | 1.48530
charge a fee that is above the tariff

The taxi gives cost effective very good services 365 3.2356 | 1.69009

The tarrifs (price) charged against luggage’s | 365 3.1863 1.55780

transportation is generally fair

Pricing at the taxi is reasonable and dictates value | 365 3.2027 | 1.56454

for money to tourists

For me using taxi transport is cheap 365 3.5534 | 1.53673
Overall mean of price affordability 365 3.3906
Valid N (listwise) 365

Source: Own survey, SPSS result, 2020

4.4.5. Tourist’s Perception on Driver Professionalism Dimension of Taxi
This section of the questionnaire tested the attitude and views about drivers of the taxi.

Sequences of nine questioners were presented to taxi service users at Bole international
airport to rate their level of satisfaction with each statement.

The data illustrated in table 4.12 below shows that respondents have satisfied with the taxi
the drivers cares for assisting travelling & the drivers can communicate effectively with the

tourists with a mean score of 3.3452 and 3.4192 respectively. Also, respondents agree that
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the taxi driver provides service with a true service mind & the drivers driving ability with a
mean score of 3.3616 & 3.2630 respectively. Furthermore, respondents are agreeing that
drivers are well-groomed and the appearance of a driver with a mean score of 3.2192 and
3.2384. Also, the respondents agree on the driver’s politeness and willingness and the
tourist’s safety is assured travelling with the driver with a mean score of 3.3315 and 3.2712
respectively. Besides, the tourists are agreeing on the neatness appearance of driver’s facial
expression with a mean score of 3. 1452. The overall mean perception of driver
professionalism is 3.2883, indicating that the majority of respondents are towards the agreed

level on the driver’s behaviour.

Table 4.11 Tourist Perception on Driver Professionalism Dimension of
Taxi

Driver professionalism N Mean Std. Deviation

The taxi drivers cares for assisting traveling 365 | 3.3452 | 1.26719

The drivers are able to communicate with the | 365 | 3.4192 1.44007

passenger effectively

The taxi driver provides services with a true | 365 | 3.3616 | 1.42222

service mind

Drivers driving ability 365 | 3.2630 | 1.51617
Drivers are well groomed 365 | 3.2192 | 1.49584
Drivers have a professional appearance 365 | 3.2384 | 1.52296
The drivers are polite and willing to help 365 | 3.3315 | 1.53609
The tourist safety is assured while travelling with | 365 | 3.2712 | 1.51562
the driver

Neat appearance of drivers 365 | 3.1452 | 1.53468
Overall mean of driver professionalism 365 | 3.2883

Valid N (listwise) 365

Source: Own survey SPSS result, 2020
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4.4.6. Comparison of Tourists Perception on Factors Affecting the
Overall Tourist Satisfaction

To summarize the mean and standard deviation of each service quality dimensions is
represented in the table below. The service quality dimension with the highest mean score is
Reliability 3.3982 followed by Price affordability 3.3906 Driver professionalism 3.2883
Safety and security 3.2642 and Comfort 3.2588. With this we can infer, that the taxi service
provided at Bole international airport is somewhat satisfactory.

The result can indicate the service quality dimension affected tourist satisfaction on taxi

under study. This gives a clue to answering the main research question.

On the other side, the least desire important dimension was taxis carry as per specified
capacity and its mean value was (3.0247), Then, from the table designated that the taxi
transport service provider does not charge a fee that is above the tariff having an average

mean value of (3.5781) and overall mean score 3.3014.

Table 4.12 Descriptive Statistics for Grand Mean

Descriptive Statistics
Mean Std. Deviation | N Valid N (listwise)
Reliability 3.3982 1.53955 365 | 365
Safety and Security 3.2642 1.52093 365
Comfort 3.2588 1.61616 365
Price Affordability 3.3906 1.58073 365
Driver professionalism 3.2883 1.47232 365

Source: Own survey, SPPS result, 2020

4.5. Tourist Satisfaction
Table 4.15 shows that the dimension tourist satisfaction in taxi service which was the

dependent variable and the highest mean score of the respondent’s response about | will use
the taxi in future on the seventh question with a mean score of 3.3890 and the lowest score
was obtained on question number one which asks are you satisfied with the reliability of taxi
service with a mean score of 3.1973. The overall mean score was 3.2752. From there,

tourists have adequately satisfied with the taxi service at Bole international airport.
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Table 4.13 Overall Tourist Satisfaction Level

N Mean Std. Deviation

| am satisfied with the reliability of the taxi service | 365 3.1973 1.46741

| am satisfied with the safety and security of taxi | 365 3.2411 | 1.49613

service

| am satisfied with the comfort of taxi service 365 3.2603 | 1.43951
| am satisfied with the price | pay for taxi 365 3.2219 | 1.53263
| am satisfied with the driver professionalism 365 3.2932 | 1.50424

Overall I am satisfied with the quality of service | 365 3.2384 | 1.52476

provided in a taxi

I will use the taxi for future 365 3.3890 | 1.52880
I will tell the taxi quality services to others 365 3.3315 | 1.50721
My experience in taxi service was exactly what | | 365 3.3041 | 1.49839
expected

Overall Tourist Satisfaction 365 3.2752

Valid N (listwise) 365

Source: Own survey, SPSS result, 2020.

4.6. Inferential Statistical Analysis
In this section, the results of inferential statistics are presented. To address the objectives of

the study, Pearson’s Correlation Coefficient and regression analyses were performed. With
the aid of these statistical techniques, conclusions are drawn and decisions are made

concerning the research hypothesis.

4.6.1 Multicollinearity Test Assumption
Multicollinearity refers to the situation in which the independent variables are highly

correlated in a way that has undesirable implication on the outcome of regression analysis
(Firdos Kabir, 2020). Firdos Kabir (2020), when the predictor variables are highly
correlated, they share essentially the same information and together, they may explain a
great deal of the dependent variables, but may not individually contribute significantly to the
model. In multiple regression analysis, if there is a high degree of correlation between

independent variables, we have a problem with what is commonly described as the problem
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of multicollinearity (Kothari, 2004). Fortunately, collinearity is relatively easy to detect by
calculating tolerance or VIF (Variance Inflation Factor). A tolerance of below 0.10 indicates
that (multi) collinearity is a problem. The VIF is just the reciprocal value of the tolerance.

Thus, VIF values above ten indicate collinearity issues (Mooi and Sarstedt, 2015).

Table 4.14: Multicollinearity Analysis

Coefficients

Model Collinearity Statistics
Tolerance VIF
1 (Constant)
Reliability .253 3.959
Safety and Security A71 5.838
Comfort 292 3.428
Price Affordability .647 1.546
Driver professionalism 183 5.452

a. Dependent Variable: Tourist Satisfaction in taxi service

Source: Own survey, SPSS result, 2020

From the above result, for the independent variables (Reliability, Safety and Security,
Comfort, Price Affordability and Driver professionalism) the tolerance value ranges from
0.171 to 0.647 that means greater than 0.1 and the values of VIF for all the independent
variables are below 10 so that this research on the above table the multi collinearity test was

fulfilled. This indicated that independent variables are free from a multicollinearity problem.

4.7. Model Assumption

4.7.1 Normality Test Using Histogram
Normality of distribution can be tested by using a histogram with a normal curve. If the

residuals are normally distributed, the histogram should be bell-shaped and thus this study
implemented graphical methods to test the normality of data (Brook, 2008). From the
Histogram figure, it can be noted below the distribution is a normal curve, demonstrating
that data witnesses to the normality assumption. As the assumption holds as the histogram

was a bell-shaped and the residuals were normally distributed for tourist satisfaction.
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Figure 4.4: Normality Result Using Histogram
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Source: Own survey, SPSS result, 2020

4.7.2 Normality of Distribution Using Descriptive Statistics
In table 4.17 below, the normality tests, descriptive statistics are shown. According to

Shukla (2009), skewness and Kurtosis test is the basic ways to check the normality of the
data. positive skewness values suggest clustering of data points on the low value (left-hand
side of the bell curve) and negative skewness values suggest clustering of data points on the
high values (right-hand side of the bell curve). The data in the study suggest the response is
a clustering of the high values (right-hand side of the bell curve) because all of the values in
the study skewness are negative.

For checking the normality test, Hair J.B (2010) suggests that the standardized skewness
distribution result and Kurtosis result must be between the ranges of +/-2.58. According to
the table below, both the standardized skewness and kurtosis results fall in the given range.
So this was a good signal to start with the subsequent analyses since the data are normally
distributed.
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Table 4.15: Skewness and Kurtosis

N Skewness Kurtosis

Statistic | Statistic | Std. Error | Statistic | Std. Error
Reliability 365 -.316 128 -1.091 .255
Safety and Security 365 -177 128 -1.434 255
Comfort 365 -.034 128 -.893 255
Price Affordability 365 -.823 128 135 255
Driver Professionalism | 365 -.017 128 -1.222 255
Overall Satisfaction 365 -.254 128 -.859 255
Valid N (listwise) 365

Source: Own survey, SPSS result, 2020

4.7.3 Linearity Test
Linearity refers to the degree to which the change in the dependent variable is related to

change in the independent variable. To determine the relationship between the dependent
and independent variables the normal probability plots were used to test the normality
assumption. As shown by the figure 4.5 below the Normal P-P plot of residuals reveals no
large deviation in the spread of the residuals from left to right on the figure and it is almost
all residuals lay on the linear straight line therefore, this tells us the relationship between the
predictor variables (reliability, safety and security, comfort, price affordability and driver
professionalism) and the dependent variable (tourist satisfaction) is linear.

Figure 4.5 Graph of Linearity test
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MNMormal P-P Plot of Regression Standardized Residual

Dependent Variable: Satisfaction
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Source: Own survey, SPSS result, 2020

4.8 Homoscedasticity

This assumption tells us that for each value of the predictors the variance of the error term
should be constant. Homoscedasticity is an assumption in regression analysis that the
residuals at each level of the predictor variables have similar variances. That is, at each point
along with any predictor variable, the spread of residuals should be fairly constant. For
basic analysis, we first plot *ZRESID (Y-axis) against *ZPRED (X-axis) on SPSS because
this plot is useful to determine whether the assumptions of random errors and
homoscedasticity have been met (Field, 2009). The graph of *ZRESID and *ZPRED should
look like a random array of dots evenly dispersed around zero. If there is any sort of curve
in this graph, then, the chances are that the data have broken the assumption of linearity
(Field, 2009). As can be seen in the scattered plot below, the residuals at each level of
explanatory variables look like they are evenly dispersed around zero and that the graph is
not something like cone-shaped. Therefore, it is safe to say that this study has no

homoscedasticity problem.
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Figure 4.6.Homocedasticity
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Based on the normality and homoscedasticity tests and the researcher believe that this result

from the regression analysis can be used by the taxi service at Bole international airport.

4.9. Correlation Analysis

To find out the relationship between the independent variable and dependent variable,

Pearson’s correlation coefficient (r) which measures the strength and direction of a linear

relationship between two variables are used. Values of Pearson’s correlation coefficient are

always between -1 and +1. A correlation coefficient of +1 indicates that two variables are

perfectly related in a positive sense; a correlation coefficient of -1 indicates that two

variables are perfectly related in a negative sense, and a correlation coefficient of 0 indicates

that there is no linear relationship between the two variables. The direction of the dependent

variable's change depends on the sign of the coefficient. If the coefficient is a positive

number, then the dependent variable will move in the same direction whereas if the

coefficient is negative, then the dependent variable will move in the opposite direction of

the independent variable. Hence, in this study, the level of relationship between the

independent variable (reliability, safety and security, comfort, price affordability and driver

professionalism) and dependent variable (tourist satisfaction in taxi service) is conducted by
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using Pearson’s correlation coefficient. According to Alwadael (2010), as cited in Milion

Tsegaye (2017), the strength of correlation would interpret through the general guidelines of

correlations shown in the following pattern a correlation coefficient between .01 and .09

indicated a negligible association, correlations between 0.10 and 0.29 indicated low

association, correlations between 0.30 and 0.49 indicated moderate association and

correlations between 0.50 and 0.69 indicated substantial association and also a correlation

coefficient between 0.70 and 0.90 indicated very strong association.

Table 4.16 Correlation Analysis between Taxi Service Quality Dimension

and Tourist Satisfaction

Overall Tourist Satisfaction

Reliability Pearson Correlation 678
Sig. (2-tailed) .000
N 365
Safety and Security Pearson Correlation .836
Sig. (2-tailed) .000
N 365
Comfort Pearson Correlation 612
Sig. (2-tailed) .000
N 365
Price affordability Pearson Correlation 413
Sig. (2-tailed) .000
N 365
Driver professionalism Pearson Correlation 792
Sig. (2-tailed) .000
N 365

**_Correlation is significant at the 0.01 level (2-tailed).

Source: Own survey, SPPS result, 2020

The above table provides a Pearson correlation efficient between various service quality

dimensions (reliability, safety and security, comfort, driver professionalism and price

affordability) and tourist satisfaction which is found by using SPSS version 22. The final

results of the correlation analysis are shown below in detail.
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4.9.1 Relationship between Reliability and tourist Satisfaction
The relationship between the two variables has substantial association at r=.678** the above

Pearson correlation shows that reliability has a significant effect on tourist satisfaction also
an association between reliability with tourist satisfaction with the value of (r=.678,
P<0.01), these implies that tourist satisfaction in taxi service has significant and positive
Correlation specifically with the reliability dimensions.

4.9.2 Relationship between Safety and Security and Tourist Satisfaction
As shown in table 4.16 attempted to clarify the correlation between safety and security as

independent variable and tourist satisfaction as the dependent variable. As it is already
shown, the two variables have influenced each other significantly and positively. Also, the
r=836** value indicates that safety and security of the taxi maintain a very strong

association with the tourist satisfaction in taxi service.

4.9.3 Relationship between Comfort and Tourist satisfaction
As shown in Table 4.16 tried to explain, the relationship between the comfort as the

independent variable and the tourist satisfaction as the dependent variable. As it is already
shown, the two variables have significantly positive relationships. This implies that the two
variables influence each other positively. The r=.612** value also implies that any change
on comfort dimension has a direct impact on tourist satisfaction either positively or

negatively.

4.9.4 Relationship between Price Affordability and Tourist Satisfaction

The relationship between price affordability and tourist‘s satisfaction shows that the
correlation result of the two variables, price affordability and tourist satisfaction is .413**,

this implies that the two variables are significant and positively related.

4.9.5 Relationship between Driver professionalism and Tourist Satisfaction
Driver professionalism was taken as an independent variable and tourist satisfaction as the

dependent variable. The correlation result for these two variables is .792**, this implies the
two variables are also significantly and positively related. In addition, the r=.792**indicates
that Driver professionalism maintains a very strong association with the tourist satisfaction

in taxi service.
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4.10 The Effect of Service Quality on Tourist Satisfaction in Taxi Service
One of the objectives of the study was to investigate the effect of service quality on tourist

satisfaction in taxi service provided at Bole International airport. In which case, multiple
regressions would be conducted to see the effect of the independent variable (reliability,
safety and security, comfort, price affordability and driver professionalism) on the
dependent variable (tourist satisfaction in taxi service).

Table 4.17: Regression Coefficient

Coefficients
Model Unstandardized Standardized | t Sig.
Coefficients Coefficients
B Std. Error | Beta
1 | (Constant) .819 .106 7.716 .000
Reliability -.059 .041 -.077 -1.440 151
Safety and Security 476 .046 672 10.390 | .000
Comfort -.106 | .050 -.104 -2.106 .036
Affordability 183 .033 .186 5.593 .000
Driver 251 .056 278 4.447 .000
a. Dependent Variable: Tourist Satisfaction in taxi service

Source: Own survey, SPSS result, 2020

The above table presents the results of the model predicting tourist satisfaction with the
variables of reliability, safety and security, comfort, price affordability and driver
professionalism. Three dimensions Safety and security, price affordability, and driver
professionalism have a positive and significant effect on tourist satisfaction, the comfort
dimension has a negative but significant effect on tourist satisfaction but the reliability

dimensions have strangely shows a negative but insignificant effect on tourist satisfaction.

The multivariate regression analysis result leads to accepting hypotheses of H2, H3, H4, and
H5. H2, H4 AND H5 postulating a positive effect of safety and security, price affordability
and driver professionalism on tourist satisfaction. However, H3 postulating a negative effect
of comfort dimension on tourist satisfaction, and the hypotheses H1 regarding the effect of

reliability on tourist satisfaction fail to accept.
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4.11 Hypothesis Testing
Summary of the overall outcome of the regression analysis and hypotheses testing:
H1: Reliability dimension of service has a positive and significant effect on tourist

satisfaction in taxi service at Bole international airport.

H2: Safety and Security dimension of service have a positive and significant effect on

tourist satisfaction in taxi service at Bole international airport.

H3: Comfort dimension of service has a positive and significant effect on tourist satisfaction

in taxi service at Bole international airport.

H4: Price affordability dimension of service has a positive and significant effect on tourist

satisfaction in taxi service at Bole international airport.

H5: Driver professionalism dimension of service has a positive and significant effect on

tourist satisfaction in taxi service at Bole international airport.

H1: Reliability dimension of service has a positive and significant effect on tourist

satisfaction in taxi service at Bole international airport.

The regression result of reliability with tourist satisfaction shows that an insignificant level
of influence at a 95% confidence interval with a sig. value of 0.151. Because the significant
>0.05 this result shows the rejection of the first hypothesis. Furthermore, question number

one of the research question is answered.

H2: Safety and Security dimension of service have a positive and significant effect on

tourist satisfaction in taxi service at Bole international airport.

The output of the regression analysis shows safety and security has a significant positive
influence on tourist satisfaction (sig. 0.000). When reputation is changed by a single unit
tourist satisfaction will be affected by 0.476. This beta value is the highest among all
variables so; we can say that safety and security is the highest influencer of tourist
satisfaction than the other variables. Due to this result, the second hypotheses were accepted

as well as its respective research question was answered.
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H3: Comfort dimension of service has a positive and significant effect on tourist
satisfaction in taxi service at Bole international airport.

The regression result of comfort with tourist satisfaction shows that an insignificant level of
influence at a 95% confidence interval with a sig. value of 0.036. Because the significant
>0.05 this result shows the acceptance of the third hypothesis. Consequently, the research

question raised about this dimension was answered.

H4: Price affordability dimension of service has a positive and significant effect on

tourist satisfaction in taxi service at Bole international airport.

The output of the regression analysis shows that price affordability has a significant positive
influence on tourist satisfaction with a sig. value of 0.000. A single unit change in price
affordability will affect tourist satisfaction by 0.183. Thus, the fourth hypothesis is
supported. Accordingly, the results were answering the fourth research question.

H5: Driver professionalism dimension of service has a positive and significant effect on

tourist satisfaction in taxi service at Bole international airport.

The output of the regression analysis shows driver professionalism has a significant positive
influence on tourist satisfaction (sig. 0.000). When reputation is changed by a single unit
tourist Satisfaction will be affected by 0.251. Due to this result, the fifth hypothesis is

accepted as well as its respective research question was answered.

4.12 Overall Regression Analysis
The table in the multiple regression analysis (Table 4.19) below interest to provide the R,

R2, adjusted R2, and the standard error of the estimate, which can be used to determine how
well a regression model, fits the data: Multiple regression analysis in this study employed to
examine the effect of service quality (reliability, safety and security, comfort, price
affordability and driver professionalism) on tourist satisfaction in taxi service at Bole
international airport. This analysis is chosen because it helps to predict the linear
relationship of a dependent variable. Here, the dependent variable is regressed and the
independent variables are regressed or, which will show the influence on the relationship of

these variables by one another.
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Table 4.18 Multiple Regression Analysis

Model Summary

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

1 .862° 743 739 42629

a. Predictors: (Constant), Driver professionalism, Price Affordability, Reliability,
Comfort, Safety and Security

b. Dependent Variable: Tourist Satisfaction in taxi service

Source: Own survey, SPSS result, 2020

To identify the taxi service that makes the greatest contributions to overall tourist
satisfaction at Bole international airport, multiple regression analyses were conducted with
overall tourists satisfaction in taxi service as the dependent variable and the five variables
are (Driver professionalism, Price Affordability, Reliability, Comfort, Safety and Security)
as the independent variables. Before explaining the table, coefficient value, R- square and
Adjusted R Square are discussed briefly.

Coefficient value: It shows the negative or positive effect of the variables. If the coefficient
value is positive, it shows that the independent variable is positively affecting the dependent

variable. If the sign is negative, it shows that the effect is negative (Firdos Kebir, 2020).

R-square: R-square is the coefficient of determination; it explains how much variation in

the dependent variable is taking place due to the independent variables (Firdos Kebir, 2020).

Constant: Constant is the intercept. Therefore, the value of a constant cannot be ignored but
it does not affect the result directly or indirectly. It just shows that even if the independent
variable has zero value, there will be still some value of the dependent variable (Firdos

Kebir, 2020).

According to Chua et al, (2016) the value of R Square that exceeds 0.400 is considered
acceptable. To analyze the effect of service quality on tourist satisfaction in taxi service at
Bole international airport, the multiple linear regressions have been employed and the

results are presented in Table 4.19. The result depicted that, the “R” has a score of .862. It

59| Page



represents the value of the multiple correlation coefficients between the predictors and the
outcome. The result also shows that the R squares and adjusted R squares are .743 and .739
respectively. This indicating that the regression model is a good fit. It reveals that about
74.3% of the variation in the dependent variable (tourist’s satisfaction in taxi service) is
explained by the independent variables (Driver professionalism, Price Affordability,
Reliability, Comfort, and Safety and Security).

Similarly, the ANOVA table provides similar information with the model summary (table
Depending on the ANOVA table, overall significance/acceptability of the model from a
statistical perspective can be determined. As the significance value of F statistics shows a
value (.000), which is less than p<0.05 the model is significant, which means that the
variation explained by the model is not due to chance.

The interpretation of the sum of square column of the table is similar to the results of R
square. It displays information about how much of the variation in tourist’s satisfaction is
accounted by the predictor variables and how much is not. ANOVA test was also conducted

as shown below.

Table 4.19 ANOVA (Analysis of Variance) for Tourist Satisfaction

ANOVA

Model Sum of Squares df Mean Square F Sig.
1 Regression | 188.378 5 37.676 207.321 | .000°
Residual 65.240 359 182
Total 253.618 364

a. Dependent Variable: Tourist Satisfaction in taxi service

b. Predictors: (Constant), Driver professionalism, Price Affordability, Reliability,

Comfort, Safety and Security

Source: Own survey, SPSS result, 2020

The ANOVA tells us whether the overall model is statistically significant and is good at
predicting the outcome variable. (F) Value is (207.321) at 0.000 indicates that the regression
model is fit and significant.

The above table shows the constant, beta, and significance level of each variable. It indicates

that except reliability the four variables safety and security, price affordability, driver
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professionalism and comfort influence tourist satisfaction significantly. As the constant and

B values are known the model will be:
Regression equation
OTS = B0+ B1X1 + B2x2 + 3X3 + [4X4 + B5X5 + 20
OTS = B0+ B1(R) + B2(S) + B3(C) + B4(4) + B5(D)

0TS = 0.819 — 0.059(R) + 0.476(S) — 0.106(C) + 0.183(4) + 0.251(D)
Where;

OTS= Overall Tourist Satisfaction

R= Reliability

S= Safety and Security

C= Comfort

A= Price Affordability

D = Driver professionalism

B0 =intercept of the equation

>0 = Error term and

Since two of the five variables (Reliability and Comfort) do not contribute to the model,

they are removed from the model & the final regression equation would be:
OTS = a+ B1(S) + B2(D) + B3(4)

OTS = 0.819 4+ 0.476(S) + 0.251 (D) + 0.183(4)
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4.13. Discussion of Results
The study was conducted to assess the effect of service quality on tourist satisfaction in a

taxi service at Bole international airport. After reviewing previous researches and related
literature, five affecting factors were selected, examined & the effect of each on tourist
satisfaction was investigated. Reliability, Safety and Security, Comfort, Price Affordability,
and Driver professionalism were the five satisfaction affecting factors in this research.
Accordingly, a conceptual framework was developed, the hypothesis formulated and
appropriate research designs were implemented to reach the conclusions.

The study was conducted at Bole international airport with a total of 365 respondents
participating in answering a structured questionnaire distributed throughout the different
service giving points. Descriptive statistics like frequency, mean, correlation and multiple
regressions were used to analyze personal information of respondents, respondent’s
perception on taxi service, and to determine the relationship between service quality

dimensions and level of tourist’s satisfaction in taxi service.

Based on the demographic profile it was found that: The majority of the respondents are
male (51%) aged in the range of 30-39 (37.26%). Regarding the types of tourist majority of
the respondents are international tourists which accounts for 196 (53.7%). In terms of
nationality, the majority of respondent 213 (58.4 %) are African nationality. Regarding
educational status, the majority 136 (37.3%) of the respondent are degree holder. In terms of
employment status, 93 (25.5%) are government employed, and concerning the purpose of
the visit out of 365 total respondents, 126 (34.5%) of the respondents are visit for the

conference.

The result of the survey indicated the effect of these satisfying factors (Reliability, Safety
and Security, Comfort, Price Affordability, and Drivers professionalism) as perceived by
taxi users is presented using descriptive statistics. Respondent’s perception towards the
factors and tourists satisfaction level with mean scores, Pearson correlation and regression

results are summarized hereunder:
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e The overall mean for the perception of reliability is 3.3982, indicating that the
majority of respondents are towards agreeing on the level to the questions asked for
the construct specified in the study.

e The overall mean for the perception of safety and security is 3.2642, indicating that
the majority of respondents were towards agreeing on the level to the statements
under the specified construct in the study.

e The overall mean for the perception of comfort is 3.2588, indicating that the
majority of respondents answered to the agreed level with the statements specified in
the study.

e The overall mean for the perception of price affordability is 3.3906, indicating that
the majority of respondents are to the agreed level with the statements specified in
the study.

e The overall mean for the perception of driver professionalism is 3.2883, indicating
that the majority of respondents answered to the agreed level with the statements
specified in the study.

The Pearson correlation result indicates that all the independent variables were significantly
and positively correlated with tourist satisfaction in taxi service. The most positively
correlated variable being Safety and Security, Driver professionalism & Reliability with
(r=.836), (r=.792) & (r=.678) followed by Comfort & Price affordability with (r=.612) and
(r=.413) respectively.

The regression analysis also revealed the most important factors in influencing tourist
satisfaction to be Safety and Security followed by Driver professionalism and Price
affordability with a beta value of (p =.476), (f =.251) & ( =.183) along sig=.000 which is
consistent with the higher-ranked scores observed in the Pearson correlation coefficient
followed by Comfort with a negative but a significant beta value (f = -106) along sig = .036
and reliability with a negative and insignificant beta value (B = - .059) along sig = .151.

The study also showed that 74.3 % of the variation in tourist satisfaction is explained by five
of the five variables (Safety and Security, Comfort, Price affordability and Driver

professionalism) mentioned in the study.
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The study adopted a modified RESCA model to assess the effect of service quality on
tourist satisfaction in taxi service at Bole international airport. A framework with a
comprehensive questionnaire consists of 49 question items. The results demonstrate the
service quality is a strong driver for tourist satisfaction in taxi service at Bole international
airport.

From the findings of the study in line with the objectives of the study founded that three of
the explanatory variables (Safety and Security, Driver professionalism and Price
affordability) significantly and positively affect the dependent variable (tourist satisfaction
in taxi service) at (p<0.05).

The first Safety and security dimension were consistent with the findings of Gobezie
Getachew et al., (2019) they conducted a study on the impact of transportation service
quality on customer satisfaction: evidence from Amhara region, with a significance level of
0.009 in which p>0.05 they found that safety and security have a significant effect on
customer satisfaction.

The second dimension (price affordability) was also consistent with the findings of Solomon
and Emmanuel (2015) they conducted a study on the influence of service quality on
customer satisfaction in Ghana minicab taxi with a significance level of 0.001 in which
p>0.05.

Driver professionalism has also a positive and significant effect on tourist satisfaction. On
the other hand comfort dimension has a negative and significant effect on tourist
satisfaction. However, the reliability dimension has a negative and insignificant effect on
tourist satisfaction. Based on the result the main objectives of the research got answered.
The first objective of the study was to examine the relationship between service quality
dimensions and tourist satisfaction in taxi service at Bole international airport, it is found
that all service quality dimensions (Reliability, Safety and Security, Comfort, Price
affordability and Driver professionalism) had a positive and significant correlation with the
dependent variable (tourist satisfaction).

The second objective of the study was to examine the overall satisfaction level of tourists
with the service they get from taxi services. Generally, the finding of the study showed that
the overall level of satisfaction the tourist obtained from the taxi service with an overall

mean score of 3.2752. This revealed that the tourists have adequately satisfied with the
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overall taxi service at Bole international airport. From this, the second research question is
answered.

The third objective of the study was to assess the tourist’s views towards the driver
professionalism and it is found that as the researcher mentioned above driver
professionalism had a positive and significant effect on tourist satisfaction with beta value
0.251 with a significance level of 0.000 and from the descriptive analysis the overall mean
score of this dimension is 3.2883, indicating that the majority of tourists are towards the
agreed level with the statements specified in the study. From this question, number three of

the research question is answered.
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CHAPTER FIVE:

Conclusions and Recommendations

Introduction
This chapter is the final chapter which contains a conclusion, recommendations and future

implication of the study.

5.1. Conclusion
The thesis tried to assess the effect of service quality on tourist satisfaction in taxi services

at Bole international airport by using a modification of the RESCA (service quality) model.
According to the research findings, three of the five tourist satisfaction affecting factors had
a positive and significant influence on tourist’s satisfaction. Safety and Security had the
highest influence on tourist satisfaction followed by driver professionalism and price
affordability. Whereas, comfort has a negative relationship with a significant impact and
reliability has a negative with insignificant impact on tourist satisfaction in taxi service.
Therefore, it can be concluded in this research that safety and security had displayed the
highest influence on tourist satisfaction among other variables followed by driver

professionalism & price affordability.

The demographic background of the sample indicates that the majority of taxi service users
are male than female, the majority of respondents the age categories are fall in youth.
Concerning education background, the largest groups of respondents have a good
educational program with hold degree and above. Concerning nationality majority of the
respondents are African nationality. Regarding the occupational status majority of the
respondents are a government employee and concerning the purpose of visit the majority of

the respondents are for the conference

In the descriptive analysis portion of the paper, tourists perceptions measured in terms of
mean values. Accordingly, tourists are satisfied in all service quality dimensions with a
mean value ranging between 3.3982 and 3.2588. On reliability, price affordability and driver
professionalism the tourists are relatively better satisfied while on safety and security and

comfort services quality dimensions the mean value shows that the tourists are relatively
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less satisfied. With regards to the overall services quality and tourist satisfaction, the tourists
are satisfied with taxi service delivery at Bole international airport. However, the mean
scores reveal that taxi still has room to improve the overall service quality and its tourist
satisfaction to a higher level.

As per the result for the five dimensions whose results were significant (Safety and security,
driver professionalism and price affordability) a one-unit change in each dimension
individually will have 0.476, 0.251 and 0.183, a unit change in the dependent variable.

Besides, among the five, three taxi service quality dimensions have a positive and
significant relationship with the level of tourist satisfaction; comfort dimension has a
negative and significant relationship with tourist satisfaction. However, reliability had a
negative and insignificant relationship with the level of tourist satisfaction. On the other
hand, the strongest relationship is observed on safety and security and driver

professionalism.

The overall service quality correlation with tourist satisfaction is very strong and significant
(0.743).

Besides, the findings of the study expected to encourage scholars to engage massively in the

research endeavour on this particular field to contribute a lot.

In conclusion, focusing on reliability and comfort is necessary to fill the gap the correlation
coefficient showed which would bring value addition to the tourist service and ultimately

secure for the better improvement of tourist satisfaction.

5.2. Recommendations
This research has shown the effect of service quality on tourist satisfaction in taxi service at

Bole international airport. The results obtained confirm that three of the service performance
dimensions (Safety and Security, Price Affordability and Driver Professionalism) have a
positive and significant impact on tourist satisfaction; comfort has a negative and significant
impact on tourist satisfaction while the remaining one dimension reliability has a negative

and insignificant impact on tourist satisfaction. Based on the findings and conclusions of the
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study the following recommendations are forwarded to the concerned body of taxi service at

Bole international airport for better improvement.

e As per the findings of the study Safety and Security, dimension was the dominant
service performance dimension which highly affects tourist satisfaction and also has
the highest positive correlation with tourist satisfaction. However, tourists were
found less satisfied with this dimension as it is put on the mean values. One way of
addressing this could be by accurately answer the tourist’s question, giving secured
service to the tourists, the driver obeys the traffic rules and the drivers drive at a safe
speed and the driver should equip with excellent driving skills.

e Driver professionalism is considered as one most important dimension next to safety
and security dimension. Even though the mean value of this dimension was not bad
but to improve it to a better one the taxi driver should care for assisting travelling,
should provide services with a true service mind and should willing to help the
passengers.

e Price affordability is considered as one most important dimension next to driver
professionalism dimension. Even though the mean value of this dimension was not
bad but to improve it to a better one taxi service firms should provide the service at a
fair price that commensurate with the distance, do not charge a fee that is above the
tariff, should provide cost-effective service and dictates value for money to tourists.

e As the service quality dimensions represent 74.3% of the variation in tourist
satisfaction the taxi service firms should work on all the service quality dimensions
to improve and maintain its tourist satisfaction and companies should make further
studies to find other variables which may affect tourist satisfaction other than the
above-mentioned variables.

e The top management, taxi owners and associations recommended allocating
abundant budget and training schedule to enhance its driver’s knowledge and
behaviour, for a better improvement in tourist satisfaction.

e It is recommended that taxi service providers and associations exert their maximum

efforts to improve the quality of taxi services through periodical quality assessment
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and evaluations. Because quality, as well as tourists’ needs and preferences, are
dynamic.

e To improve taxi service quality to satisfy tourist’s needs, the taxi service provider
and operators should pay much attention to complaints handling, tourist’s feedback
and individual attention to understand their needs.

e The study identified taxi services as an important means of public transportation for
the country in general and in the study area in particular. It is therefore
recommended that Ethiopian airport enterprise develop a high level of interest in
improving the sector, making it more attractive to tourists. Government agencies, the
police, municipal and district assemblies should endeavour to ensure those taxi
drivers who operate at Bole international airport have the required qualifications and
documentation to operate. Periodic training and workshops on road safety,
acceptable driving behaviour and tourist service should be put in place for
association members to continuously improve their operations.

e The researcher believes the taxi driver being professional influences in improving
the satisfaction of tourists by demonstrating good manner, communication skills and
showing empathy to tourists. Providing proper and continuous training should be
given to drivers regarding how to provide good tourist service to successfully
address the tourist’s needs.

e Last but not least comparative studies can be done to evaluate the tourists level of
satisfaction with their ratings of service quality with a different other taxis. This will
enable us to see how well the taxis at Bole international airport are doing compared

to its competitors in another country.

5.3. Limitations and Directions for Future Research
The study was conducted on taxi transport at Bole international airport only. To enhance the

study, a comprehensive study can be conducted to find the service quality practices adopted
by all taxi transport in Ethiopia. This study can be extended to other modes of transportation
in-country. Because the finding can be used to determine the challenges faced by taxi

transport in the country.
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Appendix
Addis Ababa University

College of Development Studies
Tourism Development and Management Master’s Program

Questionnaire to be filled by Taxi Service User

Dear Respondent,

| am Demeke Kibru a graduate student at Addis Ababa University, College of Development
Studies. | am researching “The Effect of Service Quality on Tourist Satisfaction in Taxi
Service at Bole International Airport” in partial fulfilment of the requirement for Master of
Arts in Tourism Development and Management. | kindly request you to spend some minutes
of your time in filling the questionnaire. The researcher assures you that any information
you provide will be used only for academic research and kept confidential. Your genuine
response will have a significant effect on the result of the study. Writing your name on the

questionnaire is not mandatory.

Thank you for your valuable opinion & time.
Please contact me with any questions you might have.
Demeke Kibru, Mobile: +251947161285.

Email: demekekibru@gmail.com

Part-1: General information
Direction: Please put a tick (V) mark in the appropriate box which expresses your self

1. Gender Male [ ] Female [ ]

2. Age Below18 [ ]19-29 [ ]30-39 [ ] 40-49 [ ] 50yearsandabove [ |
3. Typesoftourist ~ Domestic [ ] International [ ]

4. Nationality African [ ] American [ ] Arabian [ ] Australian [ ]

Asian [ ] European [ ]
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5. Educational level Less than high school ] High school [ ] Diploma [ ]
Degree [ __| Master’sdegree [__| Above Master’s degree [ |
6. Marital Status Single [__1 In partnership [ ] Married [ ] Divorced [ ]

Widowed [ ]
7. Employment Status Student [ ] Private employee [ ] Government employee [ ]
Self-employed [ ] Unemployed Retire [ ] Others

8. Purpose of Visit Pleasure or Business [] Visiting Friends and Relatives [ 1]
Conference [ Study [ If Others Please Specify

Part Two: Service Quality Dimension

Directions: This part of questionnaires intends to find your expectations and perception
about the Quality Service on Taxi transportation at Bole International Airport.

Please show your appropriate response to which you trust the Taxi Service at Bole
international airport has the feature described by the statement. Indicating ticking (V) to ‘1’
means Strongly Disagree, ‘2’ Disagree, ‘3’ Neutral, ‘4’ agree and ‘5’ strongly agree. There
are no rights or wrong answers; the researcher interested in is a number that best shows your

perception about the taxi service.

b}
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Reliability

Driver satisfies your request the first time

N
()
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N
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Taxi service provider follow ups on tourist to ensure satisfaction

Taxi service provider gives accurate information to the tourist

Taxi are never breakdown on the road

Drivers were able to accurately answer my questions

I e
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w| wl w w w
B S S
ol gl ;i ol o

You feel safe in the delivery of services of the taxi
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Safety and Security

Taxis give secured service to their passengers

The taxi drivers are friendly and disciplined

The drivers obeys the traffic rules

The taxi drivers drive at a safe speed.

The drivers are equipped with excellent skills to operate the taxi

Taxis are free from violent robbery during travel

Security capacity of passenger and property

I

N N N DN N N DN

Wl W W W W w w

I LI L L L

ol o1 o1 o1 o1 o1 Ol

Comfort

Taxis carry as per the specified capacity.

o

Taxi comfort inside temperature/ suffocation /loading capacity/ and

Ventilation.

|

N

o

The taxis are in a good standard of cleanliness

It is important to me that the traveling time of taxi is short

Taxis have spacious and comfort seats

The smoothness of the journey on taxi is comfortable

Degree of crowding on the paratransit

The quality of Air-condition in taxi are good

The taxi has attractive physical facilities

The taxi’s fixture and fittings are comfortable.

The taxi’s interior and exterior were well maintained

I T

N N DN N DN N DN N DN

W W W W W W W w w

B 0 N S B~ B B S

ol o1 o1 o1 o1 o1 o1 o1 o1

Price Affordability

The taxi transport fares you pay in relation to the service you are

receiving

The price charged is fair commensurate with distance

The service provider do not charge a fee that is above the tarrif

The taxi gives cost effective very good services

The price charged against luggage’s transportation is generally fair

Pricing at the taxi is reasonable and dictates value for money to tourists

For me using taxi transport is cheap

R R R R R e

N DN DN N N DN

wW| W Wl Wl w w

B B S B

ol o1 o1 o1 o1 O
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Driver behaviour

The taxi driver cares for assisting travelling

The drivers are able to communicate effectively

The taxi driver provides services with a true service mind

The drivers driving ability

The drivers are well groomed

Drivers have a professional appearance

The drivers are polite and willing to help

The tourist safety is assured while traveling with the driver

I e
NN N NN NN NN
w| W wl w w w w w w
B I N B~ B S R S B S B I
gl o ;af ;| ;o ;] G| ;| o

Neat appearance of drivers

Part Three: Overall Tourist Satisfaction

The following statements are related to your feelings about the Taxi service. Please indicate
your appropriate response to your overall level of satisfaction concerning the following
statements. Once again kindly ticking (V) mark to ‘1’ means strongly disagreed, ‘2’
disagreed, ‘3’ neutral ‘4’ agreed, and ‘5 strongly agreed. There are no rights or wrong
answers; the researcher intended in number is only for determining your perception about
the taxi service.

Scale items

Neutral

| am satisfied with the reliability of the taxi service

| am satisfied with the safety and security of taxi service

| am satisfied with the comfort of taxi service

| am satisfied with the price | pay for taxi

| am satisfied with the driver professionalism

Overall | am satisfied with the quality of service provided in taxi

| will use the taxi for future

I will tell the taxi quality services to others

ST TS P T T Strongly disagree

Gy apor ooy gy o a9 Srrongly Agree

#bhhhhhhhAgree

W Wl W W W w w w w

My experience in taxi service was exactly what | expected

Thank You for your time and consideration!!!
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