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Examining The Relationship Between Services 

Reliability And Customer Satisfaction In The 

Aviation Sector At Entebbe Airport In Uganda. 
 

Benard Nuwatuhaire 
 

Abstract : This study examined the relationship between services reliability and customer satisfaction in the aviation sector at Entebbe 

Airport in Uganda. Using both the quantitative and qualitative approaches, the study adopted the cross-sectional and correlational research 

designs on a sample of 300 participants. Data were collected using a questionnaire survey and an interview guide. Data analysis involved 

descriptive and inferential analyses. Descriptive analysis involved frequencies, percentages and means. Inferential analysis involved 

correlation and regression analyses. Descriptive results revealed that, services reliability was fair. Inferential analyses revealed that services 

reliability had a positive and significant influence on customer satisfaction. It was concluded that services reliability is imperative for 

customer satisfaction for customer satisfaction. Therefore, it was recommended that managers and staff of airports should ensure that 

services for travellers are reliable. 
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1 Introduction  
Customer satisfaction is a prime determinant of the 

performance of a business entity participating in the 

airline industry (Archana & Subha, 2012). Efforts must be 

taken to ensure the customer is always satisfied with the 

service package rendered because airline business 

operated in a very competitive environment (Archana & 

Subha, 2012). Customer experience with the services 

rendered on  board experience has supersede what a 

customer anticipated before choosing to identify with an 

airline service provider lest they would not buy again and 

switch to competitors in the event of a successive flight 

(Namukasa, 2013). This study investigated services 

reliability at Entebbe Airport and how it related to 

customer satisfaction.  

 

2 Theoretical Review 
The study used the Affect Social Exchange Theory 

postulated by Lawler (2001). The Affect Social Exchange 

theory developed from Homans’ (1958) and Blau’s (1964) 

Social Exchange Theory (SET). The core issue espoused 

by SET is social behaviour that arises out the social 

exchanges emerging from relationships. According to 

SET, social exchanges involve costs and benefits. A 

rational individual will always vie to maximize the 

benefits while minimizing the associated costs. The affect 

Theory of Social Exchange borrowing from the tenets of 

SET posits that social relationships are a source of 

emotions. It further states that, the basis of this 

relationship should guide the characterization of the 

distinct emotional effects that arise out of the social 

exchange.  

 

3 Review of Related Literature 
 

Services reliability and customer satisfaction 

Different scholars had related customer satisfaction to 

services reliability. For example, Naik et al. (2010) 

investigated the dimensions of service quality that were 

dominant in influencing customer satisfaction and 

established a positive significant relationship between 

services reliability and customer satisfaction. Gambo 

(2016) examined the effect of airlines service quality on 

the levels of customer satisfaction in Nigeria using the 

domestic air passengers as a unit of analysis.  analysis 

indicated that services, reliability had a positive 

significant relationship with customer satisfaction. 

Ruhiyat et al. (2017) investigated passengers’ perceptions 

of satisfaction at Halim Perdanakusuma International 

Airport, Jakarta, Indonesia. Regression findings showed 

that service quality including reliability positively 

influenced on customer satisfaction. While examining the 

relationship between service quality, customer satisfaction 

and customer loyalty among customers of Piraeus bank in 

Greece Kampakaki and Papathanasiou (2016) established 

that services reliability affected customer satisfaction.  

Kim (2013) assessed service quality in the airline industry. 

His focus was on passengers in the Asian region who had 

travelled with the international airline during a 12-month 

period. The results of the study established a significant 

positive relationship between services reliability and 

customer satisfaction. Raza et al. (2015) studied the 

effects of service quality dimensions on customer 

satisfaction of customers of banks located in Karachi city, 

Pakistan using SERVQUAL model. The findings revealed 

a positive relationship between services reliability and 

customer satisfaction. Tharanikaran, Sritharan and 

Thusyanthy (2017) assessed relationship between service 

quality and customer satisfaction in banks Battticaloa 

District in Sri Lanka. They established that reliability of 

services had a positive significant relationship with 

customer satisfaction. In sum, the studies reviewed above 

have indicated that customer satisfaction is greatly 

affected by services reliability. However, the contexts of 

all the studied were outside Uganda hence contextual 

gaps. In addition, other studies such as Kampakaki and 

Papathanasiou (2016) and Tharanikaran et al. (2017) were 

carried outside the aviation sector hence leaving subject 

gaps. These contextual and subject gaps made it 

imperative for this study to be carried out to fill the void 

in the realm of Uganda’s aviation sector.  

 

4 Methodology  
This study adopted cross-sectional research survey design 

using both the quantitative and qualitative approaches.  

The cross-sectional research design is a research by which 
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the whole population or its subset is studied by seeking 

information about a study problem on what is going on at 

only one point in time. The cross sectional design is used 

because cross sectional studies are generally quick, easy, 

and cheap to perform because limited time is spent in the 

field. With the cross-sectional design, the researcher will 

collect appropriate data quickly and cheaply (Moule & 

Goodman, 2009). Besides, the cross-sectional research 

design allows collection of data using multiple tools such 

as the questionnaire and interviewee guide.  Both 

quantitative and qualitative approaches were used. The 

quantitative approach enabled the testing of the 

hypotheses for purposes of drawing statistical inferences 

while the qualitative approach supplemented the 

quantitative one by providing detailed information. 

Therefore, the researcher was able to draw statistical 

inferences and carry out a detailed analysis. The 

qualitative component was included in order to provide a 

holistic overview of the nature and magnitude of the 

relationship between service reliability and customer 

satisfaction. 

 

Sample size determination and sampling method. 

Using Krejcie and Morgan (1970) Table of Sample size 

determination the sample size for this study was 399 

respondents. Of this number, 375 were passengers for the 

questionnaire survey while 19 were staff of CAA selected 

purposively for interviews. The sample was as presented 

in Table 1.  

 

Table 1 Distribution of respondents by department 

 Category Population Sample   
Sampling 

techniques   

Passengers   37,741 375 Convenience 

Aviation Security   5 5 Purposive  

Immigration 

Department  
8 8 Purposive 

Handlers  6 6 Purposive 

Total   37,779 399  

 

Data Analysis. 

Quantitative data analysis involved univariate, bivariate 

and multivariate analyses. Univariate analysis involved 

the use of frequency-percentage tables for response rate 

and background characteristics of the respondents. It also 

involved use of mean and standard deviation for the 

statements measuring service reliability and customer 

satisfaction. At bivariate level of analysis, correlation 

analysis was used to establish the relationship between the 

dimensions of service reliability  and customer 

satisfaction. At the multivariate level of analysis, 

regression analysis done and this helped to establish how 

the independent variables predicted the dependent 

variable.  

 

Qualitative data analysis 

Processing of qualitative data involves coding and 

grouping following the study objectives and emerging 

themes (Blair, 2015). Therefore, data were coded and 

grouped according to emerging themes.  Content analysis 

was used to come up with a condensed and broad 

description of the phenomenon (Elo & Kyngäs, 2008). 

Narrative text and verbatim quotations were used in 

presenting the findings. The qualitative findings 

supplemented quantitative findings providing a holistic 

overview of service reliability and customer satisfaction. 

 

5 Results and discussion 
To establish whether services reliability had a relationship 

with customer satisfaction, a correlation analysis was 

carried out. The results are presented in Table 2.  

 

Table 2: Correlation of Services Reliability and Customer 

Satisfaction 

 
Customer 

Satisfaction 

Services 

Reliability 

Customer Satisfaction 
1 0.760** 

 0.000 

Services Reliability 
0.760** 1 

0.000  

**. Correlation is significant at the 0.05 level (2-tailed). 

 

 

The study findings in Table 2 suggest that there is a 

positive significant relationship between services 

reliability and customer satisfaction (r = 0.760, p < 0.000). 

The critical value was significant at below 0.05 implying 

the acceptance of the research hypothesis stating that 

services quality has a significant relationship with 

customer satisfaction is accepted. 

 

Linear Regression Model for Prediction of Customer 

Satisfaction using Services Reliability  

At the confirmatory level, to ascertain whether services 

reliability has a significant influence on customer 

satisfaction, the dependent variable namely, customer 

satisfaction was regressed on services reliability the 

independent variable.  The results are represented Table 3  

 

Table 3 Regression of Customer Satisfaction on Services 

Reliability 

Model 
Standardise

d (β) 
Significance (p) 

Services Reliability   0.760 0.000 

Adjusted R2 = 0.577 

F   = 393.389,     p = 

0.000 

  

a. Dependent Variable: Customer Satisfaction 

 

The study findings in Table 3 show that, services 

reliability explained 76.0% of the variation in customer 

satisfaction (adjusted R
2
 = 0.760). This means that 24.0% 

was accounted for by other factors not considered in this 

model. The regression model was significant (F = 

393.389, p = 0.000 < 0.05). There results showed that 

services reliability (β = 0.760, p = 0.000< 0.05) 

significantly predicted customer satisfaction. Therefore 
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the hypothesis that services reliability has a significant 

relationship with customer satisfaction was accepted. 

 

6 Conclusion  
Services reliability is imperative for customer satisfaction.  

This is especially so when there is staff fulfil the promises 

they make in time, the services offered provide customers 

value, services are problems free, staff meet deadlines, 

services are always functioning, whenever problems crop 

up in the provision of services are quickly handled and 

services offered  are satisfying to customers.  

 

Recommendations 

Managers and staff of airports should ensure that services 

for travellers are reliable. This should involve staff 

fulfilling the promises they make in time, ensuring that the 

services offered provide customers value, services are 

problems free, staff meet deadlines, services are always 

functioning, whenever problems crop up in the provision 

of services are quickly handled and services offered  are 

satisfying to customers. 

 

7 References 
[1]. Adil, M., Al Ghaswyneh, O. F. M., & Albkour, A. 

M. (2013). SERVQUAL and SERVPERF: A 

review of measures in services marketing 

research. Global Journal of Management and 

Business Research, 13(6), 65-76. 

 

[2]. Alshenqeeti, H. (2014). Interviewing as a data 

collection method: A critical review. English 

Linguistics Research, 3(1), 39-45.  

 

[3]. Angelova, B., & Zekiri, J. (2011). Measuring 

customer satisfaction with service quality using 

American Customer Satisfaction Model (ACSI 

Model). International Journal of Academic 

Research in Business and Social Sciences, 1(3), 

232-258. 

 

[4]. Archana, R., & Subha, M. V. (2012). A study on 

service quality and passenger satisfaction on 

Indian airlines. International Journal of 

Multidisciplinary Research, 2(2), 50-63. 

 

[5]. Archana, R., & Subha, M. V. (2012). A study on 

service quality and passenger satisfaction on 

Indian airlines. International Journal of 

Multidisciplinary Research, 2(2), 50-63. 

 

[6]. Atuhairwe, R. (2019). Safety management systems 

and aviation safety at Entebbe Airport in Uganda 

(Masters Dissertation of Uganda Management 

Institute, Kampala, Uganda).  

 

[7]. Aydin, K., & Yildirim, S. (2012). The 

measurement of service quality with servqual for 

different domestic airline firms in Turkey. Serbian 

Journal of Management, 7(2), 219-230. 

 

[8]. Baker, D. M. A. (2013). Service quality and 

customer satisfaction in the airline industry: A 

comparison between legacy airlines and low-cost 

airlines. American Journal of Tourism 

Research, 2(1), 67-77. 

 

[9]. Bezerra, G. C., & Gomes, C. F. (2015). The 

effects of service quality dimensions and 

passenger characteristics on passenger's overall 

satisfaction with an airport. Journal of Air 

Transport Management, 44, 77-81. 

 

[10]. Bharwana, T. K., Bashir, M., & Mohsin, M. 

(2013). Impact of service quality on customers’ 

satisfaction: A study from service sector especially 

private colleges of Faisalabad, Punjab, Pakistan. 

International Journal of Scientific and Research 

Publications, 3(5), 1-7. 

 

[11]. BIau, P. M. (1964). Exchange and power in social 

life. New York, USA: Wiley Publishers. 

 

[12]. Bird, D. K. (2009). The use of questionnaires for 

acquiring information on public perception of 

natural hazards and risk mitigation–a review of 

current knowledge and practice. Natural Hazards 

and Earth System Sciences, 9(4), 1307-1325. 

 

[13]. Blair, E. (2015). A reflexive exploration of two 

qualitative data coding techniques. Journal of 

Methods and Measurement in the Social Sciences, 

6(1), 14-29.  

 

[14]. Bogicevic, V., Yang, W., Bilgihan, A., & Bujisic, 

M. (2013). Airport service quality drivers of 

passenger satisfaction. Tourism Review, 68(4), 3-

18. 

 

[15]. Centre for Aviation. (2019). Analysis of 

increasing tourism economic growth and oil make 

Uganda an attractive destination. Retrieved from: 

www.centreforaviation.com.  

 

[16]. Crum-Allen, P. (2014). Career and technical 

education and the Malcolm Baldrige Quality 

Award in Education (PhD Thesis Western 

Michigan University, Michigan, USA). 

 

[17]. Danjuma I., & Rasli, A. (2012). Service quality, 

satisfaction and attachment in higher education 

institutions: A Theory of Planned Behaviour 

perspective. International Journal of Academic 

Research, 4(2), 96-103.  

 

[18]. Ejigu, S. N. (2017). E-Banking service quality and 

its impact on customer satisfaction in State Owned 

Banks in East Gojjam Zone; Ethiopia. Global 

Journal of Management and Business Research, 

7(21), 100-110. 

 

[19]. El Saghier, N. M. (2015). Managing service 

quality: Dimensions of service quality: A study in 

Egypt. Managing Service Quality, 9, 56-63. 

 

[20]. El Saghier, N., &Demyana, N. (2013, April). 

Service quality dimensions and customers’ 

satisfactions of Banks in Egypt. In Proceedings of 



 

 

                    International Journal of Advanced Research and Publications 
                                                      ISSN: 2456-9992  

      

                                             Volume 4 Issue 4, April 2020 
                                                      www.ijarp.org 

30 

20th International Business Research Conference, 

Dubai, UAE (pp. 4-5). 

 

[21]. Ellis, T. J., & Levy, Y. (2009). Towards a Guide 

for Novice Researchers and Research 

Methodology: Review and Proposed Methods. 

Issues in Informing Science & information 

Technology, 6, 323-337. 

 

[22]. Elo, S., & Kyngäs, H. (2008). The qualitative 

content analysis process. Journal of Advanced 

Nursing, 62(1), 107-115. 

[23]. Etikan, I., Musa, S. A., & Alkassim, R. S. (2016). 

Comparison of convenience sampling and 

purposive sampling. American journal of 

theoretical and applied statistics, 5(1), 1-4. 

 

[24]. Fararah, F.S., & Al-Sawidi, A.K. (2013). The role 

of the perceived benefits on the relationship 

between service quality and customer satisfaction: 

A study on the Islamic microfinance and SMEs in 

Yemen using PLS Approach. Asian Social 

Science, 9 (10), 18-36. 

 

[25]. Firdous, S., & Farooqi, R. (2017). Impact of 

Internet Banking Service Quality on Customer 

Satisfaction. The Journal of Internet Banking and 

Commerce, 22(1), 1-17. 

 

[26]. Gambo, M. K. K. (2016). Service quality and 

customer satisfaction among domestic air 

passengers in Nigeria. International Journal of 

Business and Management Studies, 8(2), 32-49.  

 

[27]. Ganesh, R., & Haslinda, A. (2014). Evolution and 

Conceptual Development of Service Quality in 

Service Marketing and Customer 

Satisfaction. International Review of Management 

and Business Research, 3(2), 1189-1197. 

 

[28]. Ganiyu, R. A., Uche, I. I., & Elizabeth, A. O. 

(2012). Is customer satisfaction an indicator of 

customer loyalty? Australian Journal of Business 

and Management Research, 2(70), 14-28. 

 

[29]. Gosier, J. (2008).  Customer service: Where 

business in Africa often breaks down. Available 

at: blog.appfrica.com › Business (Retrieved June 

3, 2019).  

 

[30]. Greasley, P. (2007). Quantitative data analysis 

using SPSS: An introduction for health and social 

science. New York, USA: McGraw-Hill 

Education. 

 

[31].  rossberg,  .  . ( 2011). The origins of customer 

service as concept and strategy. Waseda Business 

and Economic Studies, 47, 19-30.  

 

[32]. Hammoud, J., Bizri, R. M., &Baba, I. E. (2018). 

The impact of e-banking service quality on 

customer satisfaction: Evidence from the 

Lebanese banking sector. SAGE Open, 1-12.  

 

[33]. Harrell, M.C., & Bradley, M.A. (2009). Data 

collection methods: Semi-structured interviews 

and focus groups. Santa Monica, USA: RAND 

National Defence Research Institute. 

 

[34]. Homans, G. C. (1958). Social behaviour as 

exchange. American Journal of Sociology, 63(6), 

597-606. 

 

[35]. Hunt, D.M., Oneto, S.G., & Varca, P.E. (2012). 

Satisfaction in the context of customer co-

production: A behavioural involvement 

perspective. Journal of Consumer Behaviour, 11, 

347–356. 

 

[36]. Jahmani, A. (2017). The effect of Royal Jordanian 

Airline service quality on 

passengers'satisfaction. International Journal of 

Business and Society, 18(S3), 519-530. 

 

[37]. Jamshed, S. (2014). Qualitative research method-

interviewing and observation. Journal of basic and 

clinical pharmacy, 5(4), 87-88. 

 

[38].  ararach,  G., & Otieno, R. O. [Eds]. (2016). 

Economic management in a hyperinflationary 

environment: The political economy of 

Zimbabwe, 1980-2008. Oxford, London. Oxford 

University Press.  

 

[39]. Kayabasi, A., Celik, B., & Buyukarslan, A. 

(2013). The analysis of the relationship among 

perceived electronic service quality, total service 

quality and total satisfaction in banking sector. 

International Journal of Human Sciences, 10(2), 

304-325. 

 

[40]. Khan, M. M., & Fasih, M. (2014). Impact of 

service quality on customer satisfaction and 

customer loyalty: Evidence from banking sector. 

Pakistan Journal of Commerce and Social 

Sciences, 8(2), 331-354. 

 

[41]. Kiapi, E. M. (2016, August 1). Entebbe airport is 

truly an embarrassment. The Observer. Retrieved 

from: 

https://www.observer.ug/viewpoint/.../14494-

entebbe-airport-is-truly-an-embarrassme...  

 

[42]. Kim, H. K. (2013). Service quality with 

satisfaction and loyalty in the airline 

industry. International Journal of Tourism 

Sciences, 13(3), 31-50. 

 

[43]. Krejcie, R. V., & Morgan, D. W. (1970). 

Determining sample size for research activities. 

Educational and Psychological Measurement, 30, 

607-610.  

 

[44]. Krosnick, J. A., Presser, S., Fealing, K. H., 

Ruggles, S., & Vannette, D. (2015). The future of 

survey research: Challenges and opportunities. 

The National Science Foundation Advisory 

Committee for the Social, Behavioral and 



 

 

                    International Journal of Advanced Research and Publications 
                                                      ISSN: 2456-9992  

      

                                             Volume 4 Issue 4, April 2020 
                                                      www.ijarp.org 

31 

Economic Sciences Subcommittee on Advancing 

SBE Survey Research. Retrieved from: 

http://www. nsf. gov/sbe/AC Materials 

/TheFutureofSurveyResearch. pdf.  

 

[45]. Kumar, P., Maiti, J., & Gunasekaran, A. (2018). 

Impact of quality management systems on firm 

performance. International Journal of Quality & 

Reliability Management, 35(5), 1034-1059. 

 

[46]. Kumar, V., Batista, L., & Maull, R. (2011). The 

impact of operations performance on customer 

loyalty. Service Science, 3(2), 158-171. 

 

[47]. Lawler, E. J., & Thye, S. R. (2006). Social 

exchange theory of emotions. In Handbook of the 

sociology of emotions (pp. 295-320). Springer, 

Boston, MA. 

 

[48]. Lawler, E. J., Thye, S. R., & Yoon, J. (2008). 

Social exchange and micro social order. American 

Sociological Review, 73(4), 519-542. 

 

[49]. Lee, S., & Moghavvemi, S. (2015). The dimension 

of service quality and its impact on customer 

satisfaction, trust, and loyalty: A case of 

Malaysian banks. Asian Journal of Business and 

Accounting 8(2), 91-121. 

 

[50]. Liao, H. (2015). Reporting credibility in 

educational evaluation studies that use qualitative 

methods: A mixed methods research 

synthesis.Ann Arbor, USA:  ProQuest.  

 

[51]. Loke, S. P., Taiwo, A. A., Salim, H. M., Downe, 

A. G., & Petronas, U. T. (2011). Service quality 

and customer satisfaction in a telecommunication 

service provider. In International Conference on 

Financial Management and Economics (Vol. 11, 

pp. 24-29). 

 

[52]. Martínez-Mesa, J., González-Chica, D. A., 

Duquia, R. P., Bonamigo, R. R., & Bastos, J. L. 

(2016). Sampling: How to select participants in 

my research study?. Anais brasileiros de 

dermatologia, 91(3), 326-330. 

 

[53]. Masarrat, G., & Jha, S. (2014). Assessing 

customer perception of service quality: 

Comparative study of Airlines in UAE. World 

Review of Business Research, 4(2), 291-303. 

 

[54]. Mellahi, K., & Harris, L. C. (2016). Response 

rates in business and management research: An 

overview of current practice and suggestions for 

future direction. British Journal of 

Management, 27(2), 426-437. 

 

[55]. Mmutle, T., & Shonhe, L. (2017). Customers' 

perception of service quality and its impact on 

reputation in the hospitality industry. African 

Journal of Hospitality, Tourism and Leisure 

(AJHTL), 6(3):1-25 

[56]. Mmutle, T., & Shonhe, L. (2018). Customers’ 
perception of service quality and its impact on 

reputation in the hospitality industry. African 

Journal of Hospitality, Tourism and Leisure, 6(3), 

1-25.  

 

[57]. Mosahab, R., Mahamad, O., & Ramayah, T. 

(2010). Service quality, customer satisfaction and 

loyalty: A test of mediation. International business 

research, 3(4), 72-80. 

[58]. Moule, ‎P., & Goodman, M. (2009). Nursing 

research: An introduction. Los Angeles, USA: 

Sage. 

 

[59]. Muhumuza, M. K. (2015, July 18). Why British 

Airways threw in the towel. Daily Monitor. 

Retrieved from: https://www.monitor.co.ug › 

 

[60]. Naik, C. K., Gantasala, S. B., & Prabhakar, G. V. 

(2010). Service quality (SERVQUAL) and its 

effect on customer satisfaction in 

retailing. European Journal of Social 

Sciences, 16(2), 231-243. 

 

[61]. Naik, C. N. K., Gantasala, S. B., & Prabhakar, G 

.V. (2010). Service quality (servqual) and its effect 

on customer satisfaction in retailing. European 

Journal of Social Sciences, 16(2), 239-251.  

 

[62]. Nakaweesi, D. (2019, April 15).  Entebbe Airport 

expansion works nearly complete – CAA. Daily 

Monitor. https://mobile.monitor.co.ug › Business › 

Business 

 

[63]. Nakazi, F. (2019, April 30). Will the new 

electronic EAC passports open doors for 

Ugandans? New Vision. Retrieved from: 

https://www.newvision.co.ug/new_vision/.../electr

onic-eac-passports-doors-ugandans 

 

[64]. Namukasa, J. (2013). The influence of airline 

service quality on passenger satisfaction and 

loyalty: The case of Uganda airline industry. The 

TQM Journal, 25(5), 520-532. 

 

[65]. Ngo, V. M. (2015, April). Measuring customer 

satisfaction: A Literature review. Conference: 

Finance and Performance of Firms in Science, 

Education and Practice, pp.1638-1655 

 

[66]. Ogunnaike, O. O., & Olaleke, O. (2010). 

Assessing the relationship between service quality 

and customer satisfaction; evidence from Nigerian 

banking industry. Global Journal of Management 

and Business Research, 10(3), 2-5. 

 

[67]. Osungbade, K. O., Obembe, T. A., &Oludoyi, A. 

(2014). Users’ Satisfaction with Services Provided 

Under National Health Insurance Scheme in South 

Western Nigeria. International  Journal of Tropica 

Disease and Health, 4(5), 595-607.  

 

[68]. Pakurár, M., Haddad, H., Nagy, J., Popp, J., & 

Oláh, J. (2019). The service quality dimensions 

https://www.newvision.co.ug/new_vision/.../electronic-eac-passports-doors-ugandans
https://www.newvision.co.ug/new_vision/.../electronic-eac-passports-doors-ugandans


 

 

                    International Journal of Advanced Research and Publications 
                                                      ISSN: 2456-9992  

      

                                             Volume 4 Issue 4, April 2020 
                                                      www.ijarp.org 

32 

that affect customer satisfaction in the Jordanian 

Banking Sector. Sustainability, 11(4), 1-24. 

 

[69]. Palinkas, L. A., Horwitz, S. M., Green, C. A., 

Wisdom, J. P., Duan, N., & Hoagwood, K. (2015). 

Purposeful sampling for qualitative data collection 

and analysis in mixed method implementation 

research. Administration and Policy in Mental 

Health and Mental Health Services 

Research, 42(5), 533-544. 

[70]. Papageorgiou, A. N. (2016). Service quality and 

customer satisfaction in air transportation. Journal 

of Tourism Research, 15, 3-20.  

 

[71]. Pasha, M. A., & Razashah, D. M. (2018). Impact 

of service quality on customer satisfaction: an 

empirical study in selected public and private 

sector banks. Researchers World, 9(1), 64-75. 

 

[72]. Raza, S. A., Jawaid, S. T., & Hassan, A. (2015). 

Internet banking and customer satisfaction in 

Pakistan. Qualitative Research in Financial 

Markets, 7(1), 24-36. 

 

[73]. Reis, D., Pena, L., & Lopes, P. A. (2003). 

Customer satisfaction: the historical 

perspective. Management decision, 41(2), 195-

198. 

 

[74]. Ruhiyat, C., Marina, S., Hanifah, H., & Olfebri, O. 

(2017, November). Influence of service quality on 

passenger satisfaction at Halim Perdanakusuma 

Airport, Jakarta, Indonesia. In Global Research on 

Sustainable Transport (GROST 2017). Atlantis 

Press. 

 

[75]. Senyonyi, T. W. (2018). The truth: Aviation boss 

reveals why British Airways quit Uganda. 

BusinessFocus. Available at: 

https://businessfocus.co.ug › 

 

[76]. Sheikh, R. A. (2011). SaaS BI: Sustainable 

business intelligence solution for 

SMB’s. International Journal of Research in 

Finance & Marketing, 1(3), 1-11.  

 

[77]. Sierra, J. J., & McQuitty, S. (2005). Service 

providers and customers: social exchange theory 

and service loyalty. Journal of Services 

marketing, 19(6), 392-400. 

 

[78]. Simpson, S. H. (2015). Creating a data analysis 

plan: What to consider when choosing statistics 

for a study. The Canadian Journal of Hospital 

Pharmacy, 68(4), 311-317.  

 

[79]. Sunrise Reporter. (2017, October 20). CAA moves 

to reduce long lines at Entebbe. The Sunrise. 

Reterieved from: 

www.sunrise.ug/business/201710/caa-moves-to-

reduce-long-lines-at-entebbe.html 

 

[80]. Tharanikaran, V., Sritharan, S., & Thusyanthy, V. 

(2017). Service quality and customer satisfaction 

in the electronic Banking. International Journal of 

Business and Management, 12(4), 67-83.   

 

[81]. Toor, A., Hunain, M., Hussain, T., Ali, S., & 

Shahid, A. (2016). The impact of e-banking on 

customer satisfaction: Evidence from banking 

sector of Pakistan. Journal of Business 

Administration Research, 5(2), 27-39. 

 

[82]. Wieseke, J., Geigenmüller, A., & Kraus, F. 

(2012). On the role of empathy in customer-

employee interactions. Journal of Service 

Research, 15(3), 316-331.  

 

[83]. Wilkins, D. B. (2009). Team of rivals-toward a 

new model of the corporate attorney-client 

relationship. Fordham Law Review, 78, 2067.  

 

[84]. Yoganathan,  D., Jebarajakirthy, C., & Thaichon, 

P. (2015). The influence of relationship marketing 

orientation on brand equity in banks. Journal of 

Retailing and Consumer Services, 26, 14–22. 

 

[85]. Yu, Y. T., & Dean, A. (2001). The contribution of 

emotional satisfaction to consumer 

loyalty. International journal of service industry 

management, 12(3), 234-250. 

 

[86]. Yuen, E. F.T., & Chan, S. S. L. (2010). The effect 

of retail service quality and product quality on 

customer loyalty. Database Marketing & 

Customer Strategy Management, 17, 222–240. 

 

 

 

 

 

 

 


