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Abstract 

This study explores the management practices employed by transport operators 

in the Greater Kampala Metropolitan Area (GKMA), a region surrounding 

Uganda’s capital city. The study employed a qualitative hermeneutical 

phenomenological approach to explore the experiences of road transport 

operators in GKMA. Using purposive sampling, data were collected from 33 key 

informants and analyzed thematically with QSR NVivo 9. Verbatim excerpts were 

included to support and illustrate key themes. The study identifies stage 

management, real time coordination, customer care service, regulatory 

compliance and operational compliance as key management practices that 

enable firms in the road transport industry to navigate their volatile operating 

environment.  The study provides a pioneering exploration of the diverse 

management practices in a unique transport sector which has received limited 

attention in prior research.  
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Introduction  

Globally, public transport plays a paramount role in improving the mobility of people in an 

economy (Ndibatya and Booysen, 2020). It is crucial in achieving equity for a country's 

economically and socially disadvantaged sections by increasing their economic and social 

opportunities and allowing them to access public services, education and employment 

opportunities (Ghosh et al., 2023). The development of any public transport system expands 

labour and capital productivity as direct inputs, cost savings through increased transportation 

efficiency, accelerated industrial agglomeration and influence the economy by changing 

aggregate market demand (Yin et al., 2023; Njoya and Nikitas, 2020). Recognizing its role in 

development, the United Nations, through SDG 11.2, urges countries to ensure access to safe, 

affordable, and sustainable transport systems by 2030, with special attention to vulnerable groups. 

Consequently, many nations are investing in coordinated and efficient public transport 

infrastructure. In sub-Saharan Africa, public transport remains the primary means of improving 

urban mobility. However, transport authorities in most of these countries struggle to fulfil the 

mobility needs of rapidly growing populations, especially the urban poor. The transport systems 

that are supposed to connect commuters to jobs, services and markets have limited capacity and 

are loosely regulated and inefficient (Agbiboa, 2023 In Uganda, the public transport system is 

widespread but predominantly informal and has grown organically created by individual actors. 

Kampala, like many African cities, relies on this informal system comprised largely of taxis (14-

seater minibuses) and Boda-Bodas (motorcycle taxis) to provide much-needed connectivity to 
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opportunities (Ministry of Works and Transport [MoWT], 2022). A study by the World Bank 

revealed that commuters and travelers in the Greater Kampala lose over 24,000-man hours each 

day due to inefficient public transport systems and traffic jam caused mainly by the increased use 

of private cars and continued dependence on low capacity systems such as the 14-seater minibus 

taxis (Matatus) and commercial motorcycles (BodaBodas) (World Bank, 2017). 
 

Empirical research on public transport has attracted considerable attention in recent years, with a 

growing focus on issues of social equity. (Muhoza et al., 2023), strategy execution in transport 

firms (Ssekiziyivu et al., 2023a), digitalization trends (Martin et al., 2023), and the development 

of informal modes like boda boda (Howe, 2003). However, little work has examined the 

management practices in public transport, especially from a developing country's perspective like 

Uganda. Yet, over 90% of Uganda’s goods and passengers rely on road transport due to the 

limited development of rail and water transport. For instance, studies like that of Muhoza et al. 

(2023) explore equity outcomes of transport systems and Martin et al. (2023) focus on 

technological transformations in mobility, both primarily take a systems-level view and do not 

engage with how individual operators manage resources or respond to operational challenges. 

Similarly, Booysen et al. (2022) center on energy efficiency in electric transit, offering limited 

insight into firm-level decision-making or managerial adaptation. These studies provide important 

macro and sectoral perspectives, but they overlook the internal management dynamics such as 

planning, coordination, and resource reconfiguration that are essential for understanding the 

performance of informal and semi-formal transport operators.  This study addresses that gap by 

examining internal management practices from the perspective of Dynamic Capabilities Theory 

(DCT), particularly in the context of Uganda’s largely informal road and fragmented transport 

sector, lacking formal governance structures, codified procedures, and institutional support 

systems. The DCT is particularly appropriate, as it focuses on how firms adapt, integrate, and 

reconfigure resources and routines in rapidly changing or poorly regulated environments (Teece 

et al., 1997). Unlike theories that assume structured, stable environments, DCT captures the 

entrepreneurial, improvisational, and adaptive behaviours that informal operators must deploy to 

survive and thrive amidst uncertainty, competition, and regulatory ambiguity. Yet, its contribution 

in the context of transport research, especially in informal or low-income settings, remains 

underexplored. 

 

While many private players are joining the road transport business in Uganda, managing 

operations is still challenging (Ssekiziyivu et al., 2023b). Many of the owners delegate their 

children and relatives to run the business who have limited knowledge, skills and experience in 

the implementation of unique strategies in transport (East African Family Business Survey report, 

2021). Moreover, the limited number of transport companies are typically operated by owner-

managers who lack a functional board to supervise the strategic decisions made within these 

companies (Agiresaasi, 2023). Whereas existing laws in Uganda address licensing requirements 

for transport operators and guide traffic regulations, they overlook the crucial management and 

governance aspects within these operators (Uganda Traffic and Road Safety Act, 2020). Yet, 

effective management and governance are fundamental to the success of transport businesses. 

This challenging environment has hindered the effective management of transport business in 

Uganda despite Uganda's reliance on road transport as a landlocked country.  The public transport 

sector in the Greater Kampala Metropolitan Area (GKMA) is predominantly informal, with taxis 

and boda-bodas operating alongside formal services such as buses, all within a constrained and 
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congested road network. (Kampala Capital City Authority [KCCA], 2021). Similar patterns are 

observed in other rapidly urbanizing East African cities. For example, Nairobi, Kenya, relies 

heavily on Matatus (privately owned minibuses) which, like boda-bodas in Kampala, operate with 

minimal regulation and coordination (Salon & Gulyani, 2019; Galuszka et al., 2021). In Dar es 

Salaam, Tanzania, informal Daladala services have long dominated urban mobility, although 

recent efforts to formalize transit through the introduction of Bus Rapid Transit (BRT) systems 

highlight comparable governance and infrastructure challenges (Mchome & Nzoya, 2023). These 

parallels suggest that insights from the GKMA context may have broader relevance for other 

cities facing similar informal transport dynamics and urban pressures. Therefore, this study aims 

to contribute to filling such knowledge gaps using primary data collected from different 

stakeholders in the Greater Kampala Metropolitan Area (GKMA). The central research question 

explored is: 

 

RQ. What are the management practices exhibited by operators of public transport in GKMA? 

 

The study holds significant relevance for various stakeholders. Firstly, it provides transport 

operators with critical insights into effective management practices, aimed at enhancing 

operational efficiency, profitability, and service delivery within volatile environments. Secondly, 

it offers policymakers and regulators in developing countries valuable data to inform targeted 

policies that streamline operations, enforce safety regulations, and optimize traffic management, 

fostering sustainable urban transport systems. Lastly, the study addresses gaps in the existing 

literature on transport management, contributing to research on urban mobility, public transport 

efficiency, and sustainability. The rest of the paper is organized as follows: Section 2 is a literature 

review providing the study setting, a theoretical framework and a review of existing empirical 

literature forming a basis of our research question. Section 3 provides the methodology, while 

Section 4 provides the findings of the study that are discussed under Section 5. The final section 

provides conclusions, implications and limitations of the study. 

 

Theoretical review  

This study has been anchored on the Dynamic Capabilities Theory (Teece, Pisano, & Shuen, 

1997). This theory emphasizes an organization’s ability to sense opportunities and threats, seize 

opportunities, and reconfigure or transform resources to remain competitive in rapidly changing 

environments. Teece (2018) highlights that higher-level dynamic capabilities include sensing, 

seizing, and transforming. Sensing involves environmental scanning to bring disorganized 

information and unstructured data from the external environment into the organizational system. 

Seizing determines how quickly the firm can respond to opportunities and threats, involving 

activities such as investing in commercializing new technologies and designing business models. 

Transforming capabilities are responsible for keeping organizational elements aligned with 

strategy to maintain competitive advantage. The theory assumes that firms operate in dynamic, 

uncertain, and competitive markets where static capabilities alone cannot ensure long-term 

success. A key assumption is that organizations with strong dynamic capabilities such as the 

ability to adapt, innovate, and reallocate resources are better positioned to achieve sustainable 

competitive advantage. Eisenhardt and Martin (2000) extended this by showing that dynamic 

capabilities are embedded in identifiable, repeatable processes rather than being entirely unique. 

Teece (2018) further refined DCT by highlighting that effective dynamic capabilities are essential 

for innovation, organizational renewal, and strategic alignment in complex environments. Paylou 
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and EI Sawy (2011) emphasized that dynamic capabilities also rely on tacit knowledge, 

improvisation and learning the theory relevant in uncertain, fast-changing, and even informal 

contexts. This perspective acknowledges that success lies not in resources alone but in the ability 

to continuously evolve and strategically adjust processes and practices to match environmental 

demands (Eisenhardt & Martin, 2000). 

 

In the context of this study, the DCT highly relevant as public transport operators in developing 

cities like the GKMA face constant challenges, such as congested infrastructure, regulatory 

changes, competition from informal operators, and technological disruptions. In applying this 

theory, transport firms need to develop dynamic capabilities to adapt to such changes. The goal 

is to outmaneuver competitors by leveraging internal strengths and market opportunities. For 

instance, they need to sense emerging trends, like the need for digital fare systems or eco-friendly 

transport solutions; seize opportunities by adopting technologies such as route optimization 

software; and reconfigure resources by upgrading vehicle fleets, retraining drivers, or 

reorganizing routes to improve efficiency and service delivery. Through this lens, management 

practices in GKMA’s public transport sector can be understood as efforts to innovate, adapt, and 

streamline operations to navigate volatility and improve sustainability. By leveraging dynamic 

capabilities, transport operators can address operational inefficiencies, meet customer 

expectations, and align with urban development policies, ensuring resilience and long-term 

competitiveness in an evolving urban mobility landscape. 

 

Operational management practices of public transport  

Operational management practices play a critical role in enhancing the efficiency, safety, and 

adaptability of road transport firms, especially in volatile and informally governed urban 

environments in developing countries. These practices are particularly vital in contexts where 

formal regulatory structures are weak, and day-to-day operations rely on adaptive strategies 

developed by transport operators. Stage management is one such practice that involves organizing 

designated points for passenger loading and offloading. Structured stage systems regulate 

operations, reduce congestion, and enhance route coordination. For example, in Nairobi, matatu 

stage coordination has proven essential for managing space and minimizing conflicts among 

operators (Nyachieo, 2018). Similarly, in Tanzania, the clustering of boda-boda riders at 

designated stages enhances operational order and promotes peer accountability. These localized 

governance structures are instrumental in establishing informal rules that substitute for formal 

regulatory enforcement. The adoption of digital tools has transformed operational practices in the 

sector. Technologies such as GPS-based fleet tracking, ride-hailing applications, and mobile 

dispatch systems enhance dispatch accuracy, enable route optimization, and increase 

responsiveness to passenger demand (Gaponenko & Hvoevskaya, 2022; Gumuskaya et al., 2020). 

In South Africa, Booysen, Pretorius, and Abraham (2025) used simulation-based models to show 

how digital coordination can support electrification and enhance planning in paratransit systems. 

In Uganda, partnerships with platforms such as SafeBoda have enabled operators to reduce idle 

time, improve route accuracy, and enhance responsiveness to changing demand (Kampala Capital 

City Authority [KCCA], 2023). 

 

Customer care service has become a competitive differentiator. In urban transport, especially 

where multiple informal options exist, firms are increasingly prioritizing passenger safety, 

comfort, and responsiveness. Real-time feedback systems, driver etiquette training, and the 
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provision of comfortable seating and entertainment, such as local music, have contributed to 

improved passenger satisfaction and loyalty (Delgado et al., 2012; Liu, Cats, & Gkiotsalitis, 2021; 

Ssekiziyivu et al., 2023a). In Uganda, Ssekiziyivu et al. (2023a) found that taxi operators who 

invested in customer service practices, including timely resolution of complaints, enhanced their 

operational stability and reputation. Regulatory compliance, particularly with licensing, 

insurance, and traffic regulations, is also critical. Adherence to regulations reduces exposure to 

fines and disruptions and increases eligibility for government incentives or partnerships 

(Mfinanga & Curtis, 2019). However, in many informal transport systems, compliance is limited 

by financial and institutional barriers. Ssekiziyivu et al. (2025) propose phased licensing fee 

waivers and participatory policy development as ways to incentivize compliance among informal 

operators. Emerging research highlights informal governance in African urban transport. For 

example, in Kenya, matatu operators form associations and cartels that determine fares, control 

routes, and mediate disputes. Although regulated by the National Transport and Safety Authority 

(NTSA), daily operations remain largely in the hands of private actors. This has led to practices 

such as excess passenger loading through improvised seating ("sambaza"), reflecting the tension 

between profitability and safety (Nyachieo, 2018; Salon & Aligula, 2012). In Tanzania, urban 

transport is dominated by Daladalas and the formal Dar es Salaam Rapid Transit (DART) system, 

with growing integration of app-based services like Uber and Bolt. Despite road-widening efforts 

by the government, congestion persists, pushing drivers to rely on informal knowledge of 

alternative routes to bypass traffic (Kinyaga, 2021). 

 

Methodology 

This study was carried out in the GKMA, a region surrounding Uganda's capital city, Kampala. 

GKMA encompasses the city itself along with surrounding suburbs, satellite towns, and peri-

urban extensions into Mukono, Wakiso, and Mpigi districts (KCCA, 2021). The area has 

experienced significant urban growth over many decades and is currently the second-fastest-

growing urban area in Eastern Africa. It serves as Uganda’s industrial, commercial, and 

educational hub, playing a vital role in the country’s economic development (Kasimbazi, 2024). 

The urban public transport sector in the GKMA is predominantly informal, although both 

informal and formal operators coexist within the system (Kiggundu et al., 2021) . In this study, 

formal operators refer to those registered and licensed by the Ministry of Works and Transport 

(MoWT), including regulated bus services and certain taxi associations operating under formal 

route and fare structures. Informal operators include those who are not registered with MoWT or 

other regulatory bodies, such as many boda-boda riders and independent taxi drivers, who 

typically operate without licenses, permits, or adherence to standardized practices. SafeBoda 

Academy introduces a semi-formal dimension to the sector by providing boda-boda riders with 

safety training, branding, and digital coordination through a ride-hailing platform. However, 

many of its riders still function within an informal regulatory environment due to limited 

enforcement and sector-wide formalization challenges. 

 

The study employed a qualitative hermeneutic-phenomenological approach to explore how 

individuals’ experiences and cultural traditions inform their everyday practices (Ssekiziyivu, 

Takwi and Kabahinda, 2025). This approach was considered appropriate because it focuses on 

the lived experiences of participants, allowing for a deep exploration of how transport operators 

in Uganda interpret their roles, challenges, and operational realities (Creswell, 2009). In contrast, 

ethnography emphasizes prolonged immersion in a cultural setting to understand group norms 
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and behaviors, which was not feasible given the study’s scope and time constraints. Grounded 

theory, on the other hand, seeks to generate theoretical models from systematically coded data, 

whereas this study aimed not to build new theory but to interpret meaning from existing 

experiences (Neuman, 2014). Given this objective, hermeneutical phenomenology offered the 

most suitable lens. An interpretivist perspective was adopted to reflect the complex, dynamic, and 

socially constructed nature of Uganda’s informal transport sector (Saunders et al., 2023).  

 

The study focused on the major players in the road transport sector in GKMA. These were Boda 

Boda riders, taxi operators and Safe Boda Academy. The total number of key informants was 33. 

These were divided into 3 clusters and 7 focus groups as indicated in table 1. In each cluster, 

different people with different management positions such as like stage chairperson, vice 

chairperson, treasurer, health, operations managers and drivers were considered because they 

were well positioned to provide accurate responses. Purposive sampling was employed to identify 

participants based on their relevance to the research topic, practical experience, and willingness 

to engage in the study (Ssekiziyivu et al., 2023a). The inclusion criteria required participants to: 

(1) have held leadership or operational roles (such as stage chairperson, treasurer, operations 

manager, driver), (2) have a minimum of five years of experience in the transport industry, and 

(3) express a willingness to participate (Ssekiziyivu et al., 2023a). These criteria ensured that 

participants could provide rich, contextually grounded insights into the sector. 

 

Table 1. Clusters and focus groups  

Cluster  Focus Group Code Position  

Boda Boda FG1 KI1 Stage Chairman 

KI2 Vice stage chairman 

KI3 Driver 

KI4 stage Health 

FG2 KI5 Secretary 

KI6 Chairman 

KI7 Stage Defense  

KI8 Coordinator 

FG3 KI9 Welfare 

KI10 Driver 

FG4 KI111 Driver 

KI12 Treasurer 

KI13 Driver 

KI14 Driver 

KI15 Driver 

KI16 Stage chairman 

Taxi FG5 KI17 Driver 

KI18 Driver  

KI19 Driver  

KI20 Stage Chairman 

FG6 KI21 Driver  

KI22 Driver  

KI23 Driver  
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KI24 Driver  

Safe Boda 

Academy 

FG7 KI25 Driver  

KI26 Driver  

KI27 Quality assurance 

KI28 B2B manager 

KI29 Operations  

KI30 Marketing  

KI31 Country director 

KI32 CFO 

KI33 Financial services 

 Source(s): Primary data 

 

To ensure the trustworthiness of the qualitative data, this study followed the four criteria proposed 

by Miles and Huberman (1994). First, credibility was enhanced through triangulation and 

prolonged engagement with participants during interviews (Miles & Huberman, 1994; Lincoln & 

Guba, 1985). Regarding transferability, this was supported by rich, thick descriptions to allow 

readers to assess applicability in other contexts (Bakibinga, 2012; Maxwell, 2008). To ensure 

dependability, we maintained a clear audit trail and engaging in regular peer debriefing with 

colleagues in the Faculty of Management (Creswell, 2003; Merriam, 2015). Finally, in terms of 

confirmability, the researchers documented each stage of the process, presented diverse 

perspectives, and took steps to minimize personal bias by maintaining neutrality in data 

interpretation (Loh, 2013; Ssekiziyivu et al., 2025).  

 

Data were collected using semi structured interviews (attached in Appendix A).  Interviews were 

conducted physically at the respondents’ workplaces at a time that was convenient for   

respondents. Interviews lasted between 45- 60 minutes and this enabled the researchers to get 

deep insights. Interviews were taken until we reached at saturation which was considered to have 

been reached when no new themes or codes emerged from the data (Miles and Huberman, 1994). 

This point occurred by the 30th interview, after which three additional interviews were conducted 

to confirm the redundancy of information. The total interviews conducted were 33. This approach 

aligns with Guest, Bunce, and Johnson’s (2006) finding that saturation often occurs within the 

first 12 interviews but is largely achieved by the 30th, particularly in homogeneous participant 

groups. In addition to note-taking, interviews were audio-recorded following the acquisition of 

both verbal and written informed consent from participants, in strict adherence to Uganda’s Data 

Protection regulation. The study received ethical approval from the Research Ethics Committee 

of the Ministry of Works and Transport (MoWT) under reference number MoWT/REC/2024/03, 

approved on 12 August 2024. Institutional permission to publish was also granted. Prior to data 

collection, participants were fully briefed on the purpose of the study that it was to contribute to 

academic knowledge (Saunders et al., 2023) and were given the option to ask questions or 

withdraw at any time. The researchers explained the nature of participation, assured respondents 

of confidentiality, and obtained written consent. All personal identifiers were removed from the 

transcripts, and pseudonyms were used to report findings to protect participant identities (Heaton, 

2022). Audio recordings and transcripts were securely stored on password-protected devices 

accessible only to the research team, in accordance with best practices recommended by Newman 

et al. (2021). 
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Data analysis followed a thematic approach consistent with Braun and Clarke’s (2006) six-phase 

framework. Two researchers independently coded the transcripts to improve credibility and 

reduce individual bias in interpretation (Nowell et al., 2017). An initial codebook was developed 

inductively after a detailed review of five transcripts, allowing data-driven codes to emerge 

naturally (Guest et al., 2012). This codebook was refined iteratively through joint discussions and 

applied to the rest of the data set. Intercoder reliability was assessed using Cohen’s Kappa, with 

an average score of 0.81, indicating substantial agreement (McHugh, 2012). Any discrepancies 

in coding were resolved through consensus meetings to ensure consistency in the interpretation 

of themes. As patterns emerged, axial coding was used to group similar codes, and themes were 

refined to ensure alignment with the research questions and the participants’ lived experiences. 

NVivo 12 software was used to manage the data and support the organization of codes and themes. 

The research team reviewed and cleaned all transcripts to ensure quality control. Where the 

software could not transcribe the proper wording in some sections of the interviews, they were 

typed up manually.  

 

Findings  

Respondent characteristics  

From Table 2, reveals that in terms of gender, the males (93.9%) dominate, with only 6.1% female 

participation. This gender imbalance may be attributed to cultural and occupational challenges 

that limit female involvement in the sector. In terms of education levels, they are generally low, 

with 45.5% of respondents having completed only primary education. This could be because the 

sector attracts individuals who may have faced barriers to securing formal employment in other 

industries. In terms of experience, 33.3% of respondents have 11-15 years in the industry, 

highlighting transport as a long-term livelihood. Additionally, boda-boda operators dominate, 

making up 75.8% of respondents, while taxi operators account for 24.2%, emphasizing the 

prevalence of boda-bodas in public transport. 

 

Table 2: Respondent characteristics 

Category  Item  

Number 

(N=33) 100% 

Gender Male 31 93.9 

 Female 2 6.1 

Education  No formal education 2 6.1 

 Primary 15 45.5 

 ordinary level 9 27.3 

 Advanced level 2 6.1 

 Diploma 2 6.1 

 Degree 3 9.1 

Experience  1-5 years 9 27.3 

 6-10 years 7 21.2 

 11-15 years 11 33.3 

 Above 15 years 6 18.2 

Vehicle in operation Boda Boda 25 75.8 

  Taxi 8 24.2 

Source: Primary data 
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Operational management practices of public transport in GKMA  

To provide a structured analysis of the operational management practices identified from the data, 

Table 3 summarizes the themes, the specific practices associated with each, how respondents 

described these practices, and their alignment with the dimensions of dynamic capabilities. 

 

Table 3: operational management practices in GKMA and their dynamic capabilities  

Theme Key Practices Observed 
Respondent Insights 

(Summary) 

Dynamic 

Capability 

 Stage Management 

Use of formal/informal 

stage committees for 

access control, 

coordination, and 

enforcement. 

Taxi drivers emphasized 

authority of stage managers; 

Boda Boda riders noted early 

settlers had gatekeeping powers. 

Seizing, 

Transforming 

    

 Real-time 

Coordination 

Flexible pick-up/drop-off 

points, informal signaling 

systems for enforcement 

and traffic info. 

Both taxi and Boda Boda 

operators confirmed stopping 

anywhere; used headlights/hand 

signals to warn of traffic checks. 

Sensing, 

Transforming 

    

Customer Care 

Maintaining direct 

contact with customers, 

assisting vulnerable 

passengers, structured 

feedback. 

Riders received calls from repeat 

clients; drivers guided or helped 

passengers; SafeBoda 

institutionalized customer 

ratings. 

Seizing, 

Transforming 

    

Regulatory 

Compliance 

Adherence to licenses, 

insurance, helmet use, 

passenger limits. 

Operators cited fear of police as 

key motivation; emphasis on 

compliance to avoid arrest and 

maintain access. 

Sensing, 

Seizing 

    

Operational Efficiency 

FIFO loading, route 

optimization, evasive 

tactics during 

enforcement, strategic 

congestion avoidance. 

Stage leaders enforced loading 

order; drivers used alternative 

routes and evasive tactics to meet 

income targets. 

Sensing, 

Transforming 

 

The themes summarized in the table 1 are further elaborated below, with illustrative narratives 

from participants that highlight how these operational practices embody dynamic capabilities 

within the informal public transport sector of GKMA 

 

Stage management 

Public transport in GKMA is structured around stages, which are the primary units of coordination 

for both taxis and Boda Bodas. On average, each taxi stage accommodates between 25-40 

vehicles, while typical Boda Boda stages host about 15-30 riders, depending on location and 

demand. Hotspots such as Clock Tower, Jinja Road and MUBS stages emerged as particularly 

active due to proximity to high-footfall areas like markets, universities, and commercial centers. 
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For taxis, operation is regulated through the MoWT, and access to a stage requires 

recommendation from elected stage leaders. Of the 8 taxi drivers interviewed, 6 emphasized the 

authority of stage managers in vetting and enforcing discipline among drivers. One of the 

chairpersons of a stage mentioned that "…I am known by KCCA and our association is registered. 

So, when we tell you something to do on our stage and you do not comply we can refuse you to 

operate on our stage and our decision is final." Among Boda Boda riders, 19 out of 26 reported 

operating within organically established stages, where leadership typically arises from early 

settlers of a particular zone. As one rider from the MUBS stage (KI20) noted, "…I created my 

own stage here (MUBS stage) long time ago and all these people (riders) found me here. So, am 

the one with authority to accept them to operate from here."  Whereas KCCA tried registering 

Boda Bodas and gazzete their stages, this exercise is yet to be concluded.  This practice reflects 

seizing capability by capturing value through structured coordination and transforming capability 

as operators reshape informal systems into recognized, functioning structures. 

 

Real time coordination  

The study revealed that public transport operators in the GKMA rely heavily on real-time 

coordination mechanisms to navigate the operational demands of the sector. This coordination 

takes the form of flexible stopovers (waypoints) and informal communication techniques 

(signaling) that enable continuous responsiveness to passenger demand, road conditions, and 

enforcement presence. Both Boda Boda riders and taxi drivers were found to operate with a high 

degree of spatial flexibility, stopping wherever necessary to pick up or drop off passengers. Boda 

Boda operators, in particular, demonstrated an informal, agreement-based system for determining 

waypoints. Out of 26 Boda Boda riders, 25 reported picking and dropping passengers at any 

agreed point rather than relying solely on stages. One rider shared, "I pick and drop a passenger 

from anywhere as long as we have agreed on the prices." Another noted, "… I do not have a 

specific stage where I operate, so I just move on the road and take passengers from any point and 

drop them at an agreed location."  Similarly, 8 of 10 drivers acknowledged stopping at non-

official points to fill seats, particularly during off-peak hours or when bypassing traffic. Common 

pick-up points included roadside hotspots like Kibuye Roundabout, Bwaise junction and Nakawa 

market.  One of the drivers operating on the Kampala–Jinja road explained, "… If you wait to only 

pick from known stages, you will not fill the taxi. So, I stop anywhere to pick a passenger because 

that's why I came to work." 

 

In addition to flexible waypoints, drivers employed informal signaling systems to communicate 

vital information among themselves. These included the use of hand gestures and vehicle 

headlamp flashes to warn others of traffic congestion, enforcement officers, or to indicate travel 

direction. All the taxi drivers interviewed confirmed using double headlight flashes to signal the 

presence of traffic officers or enforcement checks, while 6 drivers out 10 used upward-pointing 

fingers or thumbs to indicate direction.  A taxi driver operating on Kampala–Gayaza route 

mentioned that, "… when I use a double headlight flash signal, I warn my colleague about the 

presence of traffic officers or mobile speed trap camera ahead, alerting the other driver to reduce 

speed or drop off any excess passengers in case he has them." This theme reflects sensing 

capability through continuous awareness of environmental cues and transforming capability 

through real-time adaptation of routes and communication techniques. 

 

 



Ssekiziyivu, B., Aarakit, S. M. & Nalweyiso, G. 

 
53 

Customer care Service  

Customer satisfaction is integral to operational success. Of the 26 Boda Boda riders interviewed, 

17 mentioned that regular customers often call them or they call directly for transport, 

appreciating consistent communication. Key informant 1 had this to say "…when am busy, I 

communicate to my customers and explain to them to wait for me. It makes me very responsible 

and I am always busy with many orders." Among taxi operators, 6 of 10 drivers stated they offer 

directions or carry elderly passengers without additional charges. KI18 mentioned that "…I help 

many passengers to direct them where they are going without charging them. they appreciate our 

services and always come back to the taxi park to use our taxis".  Similarly, SafeBoda, a structured 

Boda Boda service, institutionalizes customer service through post-ride ratings and feedback. 

According to Key Informant 33, "…We have customer care numbers which customers can call 

in case they have any problem. We quickly respond to their complaints to remain with good 

relationship. Besides training all our drivers in customer care, we ask all our customers to rate 

the trip at the end of it. Those drivers who get low rating are always summoned and if found 

guilty, they face disciplinary charges." KI33.  The above excerpts show that through good 

customer care services, operators of public transport in KGMA are able to manage efficiently 

their clients. This practice reflects seizing capability by building customer trust and loyalty, and 

transforming capability through institutionalizing service standards and feedback mechanisms 

that enable transport operators improve operations well. 

 

Regulatory Compliance 

Compliance practices were widely reported. All 10 taxi drivers and 19 of 26 Boda Boda riders 

confirmed adherence to regulatory requirements such as third-party insurance, PSV licenses, and 

valid driving permits. 15 riders specifically cited wearing helmets and carrying one passenger to 

avoid police intervention. Key informant 1 mentioned that "…you have to wear helmet, pay 3rd 

party and also carry one passenger at ago if you do not want police officers to arrest you."  

Another key informant 16 mentioned that “…we ensure that we pay 3rd party insurance, PSV 

license and park user fees to access the park. on top of this, all our drivers hold a valid driving 

permit to be allowed to transport passengers”. The above narratives reflect a regulatory 

management practice driven primarily by public transport operators' fear of penalties rather than 

proactive compliance. Such theme reflects sensing capability by recognizing and responding to 

institutional requirements needed by MoWT that enable transport operators to keep themselves 

in business. Additionally, the theme reflects the seizing capability through compliance that allows 

uninterrupted access to operating zones and avoids penalties. 

 

Operational efficiency 

Structured loading systems such as the First In, First Out (FIFO) method are common in large 

taxi parks. All the stage chairpersons interviewed reported using FIFO to maintain order and 

prevent conflicts. For instance, KI20 explained, “… here we use First in First Out (FIFO) method 

to load the vehicle. We have a book where each taxi is recorded as it enters in the park and that 

is the list we follow when we are loading these vehicles.” Such systems foster order and reduce 

disputes, promoting smoother operations within congested park environments.  Outside parks, 

operators rely on route optimization to avoid delays. 9 out of 10 taxi drivers reported taking longer 

but less congested alternative routes. One key informant shared, “… in case of traffic jam, I use 

other alternative routes though they are usually longer and in poorer conditions.”  Meanwhile, 

20 out of 26 boda boda riders confirmed using pavements or narrow passageways to bypass 
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traffic. A Boda Boda rider echoed this adaptability by stating, “… I get a way of passing through 

the cars or pass from the pavement to avoid traffic.” Although not formally allowed, 7 out of 10 

drivers admitted to using evasive tactics such as asking excess passengers to alight briefly when 

passing police roadblocks.  KI24 noted, “… sometimes I can load up to four passengers per sit 

instead of the mandatory 3 passengers. When I see traffic police, I tell them (excess passengers) 

to first get off and when we pass the police officers, they can jump on again and we continue the 

journey.”  These practices reflect operators’ efforts to meet daily revenue targets by sensing 

operational inefficiencies and transforming routines as needed. 

 

Discussion of Findings 

The study underscores the pivotal role of stage management specifically the stage committees in 

organizing and regulating daily operations within Uganda’s informal public transport sector. 

These committees, which vary in structure and authority by route, oversee stage establishment, 

management, and dissolution, ensuring order and discipline among operators. This practice 

exemplifies a seizing capability, where actors institutionalize governance mechanisms to reduce 

conflicts, manage competition, and coordinate collective action, thereby stabilizing the 

operational environment (Teece, Peteraf, & Leih, 2016). By controlling loading sequences and 

enforcing rules, stage committees foster predictability and cooperation among drivers and riders, 

which enhances operational efficiency and reduces transaction costs associated with disorderly 

competition. This aligns with Kerzhner (2023), who found that stage authorities are central to 

maintaining order in Uganda’s informal transport sector. Moreover, stage management represents 

a transforming capability, as operators and committees continuously adapt governance structures 

to address changing operational challenges, regulatory requirements, and stakeholder 

expectations. Such adaptive governance reflects the dynamic reconfiguration of routines and 

organizational boundaries critical for long-term resilience in informal urban transport (Teece, 

2018). This finding also resonates with Ssekiziyivu et al (2023a), who argued that effective 

coordination mechanisms are vital to the sustainability of transport operations in developing 

country contexts. 

 

Findings indicate that public transport operators in GKMA rely on real time coordination 

mechanisms to navigate daily operational demands. This includes flexible stopovers (waypoints) 

and informal signaling systems that enable continuous responsiveness to fluctuating passenger 

demand, road conditions, and enforcement presence. The high spatial flexibility observed among 

boda-boda riders and taxi drivers reflects their sensing capabilities through continuous monitoring 

environmental cues and passenger needs (Teece et al. 1997). Similarly, informal signaling such 

as double headlamp flashes and hand gestures exemplifies operators’ transforming capabilities 

adapting communication techniques in real time to mitigate risks like traffic enforcement checks 

and traffic congestion. This coordination practice underscores the ability to reconfigure 

operational routines to maintain efficiency and responsiveness in an informal transport ecosystem. 

These findings align with Schimkowsky (2024), who found that visual communication influences 

passenger behavior, though this study extends the understanding to operator-to-operator signaling 

in Uganda. additional findings revealed pickup and stopover points in the GKMA vary based on 

passenger demand and the type of public transport. Passengers across all transport modes can 

request stops at their convenience, enhancing accessibility and flexibility. This finding aligns with 

Sorensen et al. (2021), who found that demand-responsive transport systems in rural Germany 
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improved mobility by allowing passengers to book rides at any time, unlike fixed-route public 

transport options. 

 

Moreover, the study revealed that operational efficiency practices such as scheduling are key 

among taxis, ensuring order, fairness, and reduced conflicts contrasting with the more flexible 

operations of boda-bodas. In Uganda, taxis and coasters follow a manual registration system at 

parks, where drivers adhere to set schedules to improve journey planning for both operators and 

passengers. These findings align with Mo et al. (2020), who highlighted that scheduling reduces 

time wastage, and Andrade-Michel et al. (2021), who found it enhances reliability among bus 

drivers in Mexico. Additionally, operational efficiency is demonstrated through the use of the 

FIFO loading method within taxi parks, reflecting systematic efforts to foster order and minimize 

conflict. This illustrates the transforming capability, where organizational routines are structured 

to optimize throughput and reduce disputes. These findings complement those of Yue et al. 

(2022), who emphasized route optimization to reduce operational costs, with this study providing 

qualitative insights into such practices. By continuously sensing environmental and institutional 

conditions and seizing emerging opportunities to improve service and compliance, operators 

sustain and evolve their businesses within the challenging and dynamic urban transport landscape 

which is consistent with Teece’s (2018) dynamic capabilities framework. 

 

Customer care emerged as a critical operational practice reflecting seizing capabilities, whereby 

operators build trust and loyalty through consistent, personalized communication and assistance. 

The fact that boda-boda riders reported maintaining regular contact with customers, coupled with 

taxi drivers offering complimentary assistance to elderly passengers, illustrates the deliberate 

efforts to capture and retain clientele. Structured services like SafeBoda institutionalize these 

practices further, transforming customer care into standardized protocols reinforced by feedback 

and disciplinary mechanisms. These efforts foster good passenger relationships, improve service 

quality, and enhance feedback for operational improvement. Such findings align with Etuk et al., 

2021), who found that service quality influences passengers' willingness to use public transport. 

However, while their study used an online survey in Spain, this study contributes to the literature 

by offering new insights from focus group discussions in Uganda, a developing country context. 

The findings are also in line with Kohli and Singh (2021), who argued that customer care is 

relevant in satisfying customer needs. 

 

Additionally, compliance with government regulations is another salient theme that reflects dual 

aspects of dynamic capabilities. Operators sense institutional demands by recognizing the need 

for licenses, insurance, helmets, and passenger limits, primarily motivated by fear of penalties 

rather than voluntary adherence. Nevertheless, the act of complying represents a seizing 

capability, allowing operators to maintain uninterrupted access to operating zones and avoid 

costly fines or arrests. This reactive yet functional approach underscores the importance of 

institutional awareness and alignment for business continuity in a highly regulated but informally 

governed sector. These results concur with Finarti et al. (2024), who found that adherence to 

operational rules improves customer satisfaction and trust, thereby increasing public transport 

usage. 
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Conclusion and Implications  

This study identifies critical management practices that underpin the survival and resilience of 

road transport firms operating within Uganda’s volatile environment, particularly in the GKMA. 

These practices include structured stage management, real-time coordination, customer care 

service, regulatory compliance, and operational compliance. Using the lens of DCT, the study 

demonstrates how transport operators develop and apply sensing, seizing and transforming 

capabilities to improve their operations and adapt to shifting environmental conditions. Structured 

stage management, especially among taxi operators, has led to notable improvements in 

operational efficiency. However, efforts to formalize Boda Boda stages remain constrained by 

political contestation and financial barriers. To address these challenges, the study proposes a set 

of actionable policy recommendations. These include phased licensing fee waiver (100% in the 

first year, 50% in the second, and full implementation in the third year) to incentivize compliance 

and encourage formalization. Additionally, the MoWT should organize regular stakeholder 

workshops involving transport operators, local authorities, digital platform providers, and 

community leaders. This will go along way in digitalizing the transport sector to match with 

already developing cities standards. Co-developing governance and operational frameworks 

through such forums would also enhance legitimacy and stakeholder buy-in. Moreover, KCCA 

should partner with institutions like Safe Boda Academy to develop and pilot accessible digital 

tools that support the ongoing digitization of Kampala’s transport system. 

 

While this study centers on the GKMA, its findings are broadly applicable to other East African 

cities with similar informal transport systems, such as Nairobi, Dar es Salaam, and Kigali. 

Structured stage management and digital coordination tools could significantly improve 

operational oversight and efficiency in these cities provided there is sufficient political will, 

institutional capacity, digital infrastructure, and engagement from local authorities and national 

leaders in these countries. Therefore, this study offers not only a contextualized understanding of 

urban transport management in Uganda but also transferable insights for rapidly urbanizing 

African cities facing similar governance and operational challenges. To ensure inclusivity, the 

Government of Uganda through KCCA and MoWT should also design an SMS- based dispatch 

and communication system with local language support. This can enable non-smartphone users 

to access scheduling information, safety alerts, and customer feedback mechanisms, thereby 

expanding the reach and impact of digital innovations. Furthermore, the formal recognition and 

integration of informal governance mechanism such as stage committees, can serve as critical 

transforming capabilities. These tacit institutions embody experiential knowledge, community 

legitimacy, and social capital, allowing them to reconfigure routines, manage uncertainty, and fill 

institutional voids especially in resource-constrained settings. 
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