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ABSTRACT

This article explores the torment and risks of urban public transport users at the
BahirDarintercitybusstation.Ethnographyresearchdesignisappliedtocollectthe
data.Accordingly,personalobservation,informaldiscussions,andinterviewswere
importantsourcesofdatacollection.Thefindingsshowthatpassengersareexposed
torisksofrobberyandphysicalandpsychologicalabusesfromtheirdeparturefrom
hometotheirfinaldestination.Thestationisfulloflawlessness.Women,children,
elderlypeople,andpassengerswithluggagearedisproportionatelyvulnerabletosuch
risks.Theserisksandoverallchallengesaresystemicandstructuralwhicharedeprived
ofgovernanceandregulation.Duetoabsenceofcare,responsiveness,tangibility,and
otherimportantdimensionsofcustomers’satisfaction,customersarepoorlysatisfied
withatransportservicedeliveredinBahirDarintercityBusstation.

KeywoRdS
Bahir Dar, Customer Satisfaction, Risks, Torment, Urban Public Transport, Vulnerability



International Journal of Risk and Contingency Management
Volume 9 • Issue 2 • April-June 2020

20

INTRodUCTIoN

Urban Public Transport (UPT) is a key element in most major cities around the
world. It is a city’s backbone – an essential element for both its development and
itsconnectivity.Itfacilitatesday-to-daytravelforindividualsthroughouttheurban
environment(Songetal.,2018).Transportationhelpspeopletomovefromplaceto
placeforvarioussocial,economic,andpoliticalreasons.Itismeantforpeopletosave
theirtimes.Publictransportationprovidesamobilityservicetotheuser,aswellas
producingawideimpactonthesystem(JoewonoandKuboto,2006).Italsohelpsthe
physicalandeconomicdevelopmentofcitiesandregionsinparticularandthesociety
ingeneral(Tomićetal.,2015).Modernlifedependsonthetransportationofgoods
fromtheplaceofproductiontowheretheyareneeded,andtransportationofpeople
fromtheirplacesofresidencetowheretheymustgotopursueall theactivitiesof
life:work,education,shoppingandleisureactivitiesandtoreturnbacktotheirplace
ofresidence(Iles,2005).TomakeUPTtomeetitsgoals,transportgovernancehas
receivedincreasingattentionfromscholarsinnumerousdisciplinesandwithrespectto
manysegmentsofthetransportationactivities.Thisresearchnoteaimedatexploring
thephysical,economic,andpsychologicalrisksoftravelersatBahirDarbusstation.

LITeRATURe ReVIew
Urban Public Transport and Customers Satisfaction
For the effectiveness of UPT, developing effective transportation system is vital.
Without this, crime will be common particularly where there is overcrowd. This
makesqualityofpublictransportservicetobecompromisedthatcanaffectcustomers’
satisfaction (DeOñaandDeOña,2014). Jenetal. (2011)alsostated thatwithout
the link between loyalty of service providers and the quality of transport service,
satisfaction of customers cannot be achieved. Customer satisfaction, therefore,
highlights and explains the link between what a company does (in terms of the
products and services offered) and how its customers react (Felleson and Friman,
2008). Different studies like Friman et.al. (2001), Friman & Gärling (2001) have
shownthatemployeebehaviorisanimportantconsiderationforthetraveler.Staffs
havetobetrainedandincentivesrelatedtoemployees’behaviorhavetobeprovided
toincreasesatisfactionofcustomers.

Asindicatedindifferentstudies(FellssonandFriman,2012;Batesetal.2001,
Beirão&Cabral2007,Friman&Gärling2001,Hensheretal.2003),customersperceive
thequalityofpublic transportbasedondifferent factors i.e. reliability, frequency,
traveltimeandfarelevel,comfortandcleanliness,networkcoverage/distancetostop,
andsafetyissues.Similarly,PalmerandCole(1995)statedthattransportationservice
userswanttoconsumeacomfortableserviceinagreedtimeandinaconvenientplace.
Theyfurtherstatedthatserviceproducershavetobeincreasinglysurethattheyare
producingtherightservices,intherightway,intherightplaces,attherighttime,
fortherightprice.JonsonandClark(2005)statedthatcustomersatisfactionisthe
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