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Abstract: This study analyzed passengers' perceived factors influencing satisfaction with 

ferry transport in Marina, Lagos State. The study adopted the survey research design. 

Primary and secondary data sources were used. The sampling frame evolved from a one-day 

ferry passenger count at the terminus as well as statistics from Lagos State Waterways 

Authority (LASWA) records; which amounted to 2,640 passengers. Kothari‟s Formula was 

used to derive the sample size (127). A purposive sampling technique was used in the 

administration of the questionnaire. Data were analyzed using descriptive (Likert Summation 

scale) and inferential statistics (Factor Analysis and Two-way ANOVA). Findings revealed 

that the major factor affecting ferry passengers‟ satisfaction on a 5-point Likert scale was 

waiting time (4.69) while the least was the availability of parking space (3.12). Factor 

Analysis revealed the KMO and Bartlett‟s Test as 0.927, Chi-Square of 1443.141 with 78 

degrees of freedom. Short waiting time at the terminus had the highest communality with an 

extraction value of 0.913 while the speed of ferries had the least communality with an 

extraction value of 0.623. The rotated component matrix revealed that the major factors 

influencing ferry passengers‟ satisfaction were tangibles, attitudinal, and reliability 

respectively. The study concludes that there is a relationship between passenger satisfaction 

and regularity of ferry patronage using the two-way ANOVA. The study recommends the 

provision of more ferries, regular auditing of ferries to check for malfunctions, and the 

clearing of water hyacinth and debris on waterways to reduce passengers' waiting time. 
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Introduction 

Transport remains the cornerstone of economic growth and development of a nation. 

Historically, as a means of engaging in transactions between two places, man has always 

relied on some form of transport. Most developed countries have over time built sustainable 

modes of transportation to forge new bonds and strengthen existing economic ties between 

trading nations. According to Ademiluyi, Afolabi and Fashola (2016), the importance of 

transportation cannot be over-emphasized as it is an integral part of the human economy and 

forms a basis for all socio-economic interactions. Ighodalo (2009) opined that there are 

several modes of transport for both people and goods and that these modes can be divided 

into four basic categories, namely; rail, road, air, and water. Water transportation, according 

to Bayode and Ipingbemi (2016), is one of the oldest modes of transportation and remains 

very crucial to the development of any nation. Ikya (1993) noted that water transport 

characteristics include the ability to carry a large number of people at a time, availability and 
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reliability, tourism promotion, the availability of free-flow traffic, and the ability to carry 

passengers quickly and safely from one point to the other. Despite the plethora of 

environmental and socio-economic advantages of water transportation, this mode has been 

under-utilized (Ezenwaji, 2010). To put this into context, India has over 14 thousand 

kilometres (14,000) of navigable waterways, but water transportation is still in its preliminary 

stage. Sierra Leone has eight hundred kilometres (800 km) of navigable waterways year-

round. Lagos has a landmass of approximately 3,577sqkm, of which waterbodies constitute 

22%, yet the water transportation sector has been moribund (Lagos Resilience Strategy, 

2020).  

 

Passenger satisfaction is considered to be an important factor whether as a product or a 

service. In the event of failure to satisfy customers, other industries offering the same services 

will replace the original service provider. Therefore, transport service providers need to be 

more proactive because there are a specific mindset and attitude which plays an important 

role in attracting and retaining customers (Khurshid, Naeem, Ejaz, Mukhtar and Batool, 

2012). The underlying assumption is that the passenger‘s perception of service and the actual 

service delivered is what guarantees satisfaction. Therefore, to increase the level of patronage 

of public transport service, the system needs to design in a manner that matches or supersedes 

the level of service desired by customers (Beirão and Cabral, 2007). Hence, the study 

analyzes factors influencing passengers‘ satisfaction with ferry transport in Marina, Lagos 

State. 

 

Literature Review 

According to Brady, Cronin, and Hilt (2009), satisfaction is an effective overall response to 

the perceived discrepancy between previous expectations and perceived post-consumption 

performance. It can be defined as the degree that is believed to evoke positive feelings from 

the experience. Customer satisfaction is characterized as a judgment based on an experience 

with a particular service. It is the ultimate goal of service operations.  

 

Al-Refaie, Bata, Eteiwi and Jalham (2014) examined factors affecting passengers‘ overall 

satisfaction and loyalty using Jordan Airport. The study investigated the effects of service 

quality, satisfaction with the service recovery, value, image, and price on passenger‘s overall 

satisfaction and loyalty. Findings revealed that in-flight services, reservation and ticketing, 

flight availability, reliability, employee services, airport services, and satisfaction with the 

website and e-services affect passengers‘ total satisfaction and that the overall passenger 

satisfaction affects subsequent behavioral and loyalty patterns.  

  

Nwachukwu (2014) carried out a passenger satisfaction survey of intra-city public bus 

services in Abuja, Nigeria, and analyzed it using descriptive statistics, comparison, and 

regression analysis. The analysis revealed that the public bus services in Abuja did not satisfy 

passengers. The standardized coefficients of regression further showed that availability, 

comfort, adequacy of bus-stop facilities had the greatest impact on overall satisfaction.  

 

Akinbamijo, Ipingbemi, and Bayode (2017) examined inland water-based transport in Lagos 

state: challenges and remedies. The study adopted a survey research design; both secondary 

and primary data were employed for the study. A Purposive sampling technique was used in 

the administration of questionnaires. The study revealed that 34.6% of the respondents 

complained of the presence of water hyacinth. 44.3% of the respondents complained of poor 

safety measures. 26.8% of the respondents suggested clearing of the water hyacinth.  

 



Dutse International Journal of Social and Economic Research Vol. 6, No. 1 July 2021 

  

 

 
140 

 

Hence, this study tends to bridge locational and transport means gaps as the study conducted 

by Al-Refaie et al. (2014) was carried out in a European country. While the second 

aforementioned study was conducted on the bus means of transport and the third focused on 

the holistic challenges surrounding water transport in Lagos. Hence, this study is focused on 

water transport, with peculiarities on the reasons for passengers‘ satisfaction/dissatisfaction in 

Marina ferry terminus, Lagos State, Nigeria. 

 

Theoretical Framework  

Over the years, several scholars have used some form of comparison to model satisfaction. 

Some theoretical approaches which have been advanced amongst others include; attribution 

theory and the importance-performance model. 

 

The Attribution Theory  

This theory is primarily developed from Weiner, Frieze, and Kukla‘s (1971) work. This 

theory has been mostly used in dissatisfaction/ complaining behavior models than in 

satisfaction models. According to this theory, consumers are regarded as rational processors 

of the information who seek out reasons to explain why a purchase outcome, for example, 

dissatisfaction, has occurred (Folkes, 1984). This model argues that when the delivery of a 

service does not match customers‘ prior expectations or other standards, customers engage in 

an attribution process to make sense of what has occurred (Bitner, 1990). More specifically, 

this model assumes that consumers tend to look for causes for product successes or failures 

and usually attribute these successes or failures using a three-dimensional schema (Weiner et 

al., 1971; Pearce and Moscardo, 1984; Oliver and DeSarbo, 1988; Folkes, 1989) 

 

The Importance Performance Model  

Satisfaction is seen as a function of customer perceptions of performance and the importance 

of that attribute. Based on the expectancy-value model, developed by Fishbein and Ajzen 

(1975), in which attribute importance and beliefs play a central role, Barsky (1992) posited 

that overall satisfaction/dissatisfaction toward a product/service are dictated by the 

importance of specific characteristics and the degree to which that product provides the 

specific characteristics. This model predicts that people generally have a belief about an 

attribute, but each attribute may be assigned important weighting relative to other attributes 

(ibid.). This implies that customers‘ satisfaction levels are related to the strength of their 

beliefs regarding attribute importance multiplied by how well these attributes meet their 

expectations (Barsky, 1992).  

 

The attribution and importance-performance theories form the basis for this study. Having 

examined these theories each is used and applied specifically in the study. The attribution 

theory was used to establish the reasons for decreased satisfaction with the ferry services. 

And the importance-performance theory was used to establish the degree to which ferry 

facilities provides specific functions to passengers. 

 

Methodology 

Marina Ferry Terminus is located along Ring Road, Christian Missionary Society (CMS) at 

the south side of Lagos Island, and overlooks the Lagos Harbour. Across the harbor lies the 

industrial city of Apapa, which is six minutes‘ ferry ride away (Author Survey, 2019). The 

reason behind the selection of Marina Ferry Terminus was due to its prime location on the 

shores of Lagos Island, its high level of patronage, and the origin to various routes and 

destinations. Marina Ferry Terminus currently serves as the origin and destination to eight (8) 

routes in Lagos State. They are; Ajah - Five Cowries - Marina/C.M. S; Ebute Ojo – Ijegun 
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Egba - Marina C.M.S; Ijede - Marina C.M.S; Marina/C.M.S – Ikorodu; Marina/C.M.S – 

Liverpool; Agboyi Ketu - Marina/C.M.S; Marina/C.M.S  - Oworonshoki; and Mile 2 - 

Marina/C.M.S (Lagos State Waterways Authority, 2019). 

  

This study adopts the survey research design. It employs the use of both primary and 

secondary data sources. The secondary source of data for this study includes information 

from Lagos State Waterways Authorities (LASWA). The sampling frame for the study 

evolved from a one-day passenger count and statistics from LASWA. This entailed an 

inventory on the number of ferries (11) by the average number of trips daily (8) by the 

average number of passengers (30), amounting to 2,640 passengers. Kothari‘s Formula was 

used in deriving the sample size, which translated to 127 passengers who were surveyed. The 

purposive sampling technique was used in the administration of questionnaires to the 

passengers. This method was used because there is no pre-determined consistent population 

and passengers‘ chances of not being selected. This sampling technique was also used by 

Agunloye (2011). The study hypothesized that passenger satisfaction was a function of ferry 

patronage, and used the two-way ANOVA to test this hypothesis, while Statistical Package 

for Social Science (SPSS) version 23 was used in analyzing collected data. 

 

Results and Discussion 

A summation of factors influencing passenger satisfaction with ferry transport is presented in 

Table 1. Seventeen (17) variables were identified. The variables used for this study are in line 

with past studies carried out by Eboli and Mazulla (2007); Nwachukwu (2014); Onatere, 

Nwagboso and Georgakis (2016), and key transport performance indicators as identified by 

Krynauw and Cameroon (2003). Hence, these variables are established based on the 

Importance Performance Model. The passengers who rated the factors using any of the five 

Likert scales of strongly disagree, disagree, moderately agree, agree, and strongly agree were 

assigned weights of 1, 2, 3, 4, and 5 respectively. The closer the value to 5, the greater the 

level of influence it has on passenger's satisfaction. As shown in Table 1, the PAI for Marina 

Ferry Terminus was 4.21. From the analysis, variables having values lower than 4.21 imply 

that passengers consider such factors as minor and values equal and higher than 4.21 

influences their level of satisfaction with ferry transport. Less waiting time at the terminus 

(4.49) had the highest index. This was followed by the affordability of ferry transport (4.36); 

the attitude of ferry staff (4.36); the attitude of ferry operators (4.32); responsiveness of staff 

to emergency and customer needs (4.31); the presence of debris and hyacinth on waterways 

(4.31); the speed of ferries (4.31), availability of ferries (4.28); safety equipment and personal 

protective equipment (PPE) in ferries (4.27); poor weather condition (4.27); the comfort of 

ferries (4.23); reliability of ferry services (4.22) and maintenance of ferries (4.22). While, 

customer care and professionalism (4.20); cleanliness of terminus facilities (4.15), 

availability of safety equipment and security measures at the terminus (4.15), and availability 

of parking space at the terminus (3.12) were perceived by passengers as having a minor 

influence on their level of satisfaction with ferry transport services. Also, variables 3, 4, and 5 

(Table 1 refers) can be tied to the Attribution Theory.  
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Table 1: Factors Influencing Passengers’ Satisfaction with Ferry Transport 

 

S/N Factors Influencing Passengers’ Satisfaction 

Opinion 

SWV PAI 1 2 3 4 5 

1 Less Waiting Time at Terminus - 2 - 58 67 571 4.49 

2 Affordability of Ferry Transport 1 2 6 59 59 554 4.36 

3 Attitude of Ferry Staff 1 2 6 59 59 554 4.36 

4 Attitude of Ferry Operators 1 1 7 56 60 548 4.32 

5 Responsiveness of Staff to Emergency and 

Customer Needs 
- 4 6 64 53 547 4.31 

6 Presence of Debris and Hyacinth on Waterways - 4 6 64 53 547 4.31 

7 Speed of Ferries - 4 5 66 52 547 4.31 

8 Availability of Ferries - 2 12 62 51 543 4.28 

9 Safety Equipment and Personal Protective 

Equipment (PPE) in Ferries 
2 6 7 53 59 542 4.27 

10 Poor Weather Conditions 2 6 7 53 59 542 4.27 

11 Comfort of Ferries - 8 6 57 55 537 4.23 

12 Reliability of Ferry Services - 4 11 65 47 536 4.22 

13 Maintenance of Ferries - 5 13 58 51 536 4.22 

14 Customer Care and Professionalism 1 3 7 75 41 533 4.20 

15 Cleanliness of Terminus Facilities 1 6 12 62 46 527 4.15 

16 Availability of Safety Equipment and Security 

Measures at Terminus 
2 5 16 53 51 527 4.15 

17 Availability of Parking Space at Terminus 4 22 66 24 11 397 3.12 

        ∑=71.57 

                                          Mean of ∑PA1/N = 71.57/17 = 4.21 

Strongly Disagree (1), Disagree (2), Moderately Agree (3), Agree (4), Strongly Disagree (5) 

As revealed in Table 2, the KMO = 0.927 which indicated that the sample was adequate and factor analysis 

could be carried out, while the approximate Chi-Square is 1443.141 with 78 degrees of freedom. 

 

Table 2: KMO and Bartlett's Test of Factors Influencing Ferry Passengers’ Satisfaction  
Kaiser-Meyer-Olkin Measure of Sampling Adequacy.      0.927 

Bartlett's Test of Sphericity Approx. Chi-Square 1443.141 

Degree of Freedom 78 

Significant Level .000 

Source: Author‘s Field Survey, 2019. 

 

Rotated Component Matrix 

The analysis in Table 3 showed the reduction in the number of factors in which the variables 

under investigation have high loadings. As observed, the factors were grouped under three 

components which were tangibles, attitudinal, and reliability. Factor 1 is categorized 

as tangibles (Appearance of facilities, personnel, and communication materials). This 

includes poor weather conditions (0.816), availability of safety equipment and security 

measures in ferries (0.816), availability of safety equipment and security measures in the 

terminus (0.774), comfortability of ferries (0.621),  appearance of terminus facilities (0.629), 

the responsiveness of staff to emergency and customer needs (0.527), presence of debris and 

hyacinth on waterways (0.527) and maintenance of ferries (0.577). The second factor was 

categorized as attitudinal and included three variables namely; the attitude of terminus staff 

(0.600) and attitude of ferry operators (0.497). The last factor is reliability which includes 

waiting time at the terminus (0.172) and customer care and professionalism (0.105). 
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Table 3: Rotated Component Matrix 

 

Component Factors 

 

Tangibles Attitudinal  Reliability 

Poor Weather Conditions  0.816   

Availability of Safety & Security Measures in Ferries 0.816   

Availability of Safety & Security Measures in Terminus 0.774   

Comfortability of Ferries 0.621   

Appearance of Terminus Facilities 0.629   

Responsiveness of Staff to Emergency and Customer Needs  
0.527   

Presence of Debris and Hyacinth on Waterways 0.527   

Maintenance of Ferries 0.577   

Reliability of Ferries    

Attitude of Terminus Staff  0.600  

Attitude of Ferry Operators  0.497  

Speed of Ferries  0.503  

Cost of Ferry Transport    

Availability of Ferries   -0.080 

Customer Care and Professionalism   0.105 

Availability of Parking Space at Terminus   -0.661 

Waiting Time at Terminus   0.172 

Extraction Method: Principal Component Analysis.  

 Rotation Method: Varimax with Kaiser Normalization. 

a. Rotation converged in 5 iterations. 

 

Hypothesis Testing 

The two-way ANOVA of hypothesis testing was utilized in examining the relationships 

between the variables of satisfaction (responsiveness to emergency and safety) and ferry 

patronage. The analysis in Table 4 revealed that there was a statistically significant 

interaction at the p = 0.496 level. This implies that there is a relationship in mean regularity 

of ferry patronage between responsiveness to emergency and customer needs (p = 0.217) and 

the availability of safety equipment and security measures in the ferries (p = 0.008), since 

both independent variables, p< 0.5. 

 

Table 4: Tests of Between-Subjects Effects  
Source Type III Sum of 

Squares 

Df Mean 

Square 

F Sig. 

Corrected Model 

Intercept 

Responsiveness to Emergency 

Ferry Safety  

Responsiveness * Ferry Safety 

Error 

Total 

Corrected Total 

38.173a 

251.922 

6.542 

21.023 

7.836 

163.623 

1571.000 

201.795 

13 

1 

3 

4 

6 

113 

127 

126 

2.936 

251.922 

2.181 

5.256 

1.306 

1.448 

2.028 

173.98

1 

1.506 

3.630 

.902 

.024 

.000 

.217 

.008 

.496 
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a. R Squared = 0.189 (Adjusted R Squared = 0.096) 

b. Dependent Variable:   Regularity of Ferry Patronage   

 

Conclusion and Recommendations 

This study has provided an insight into factors that influence passengers‘ satisfaction with 

ferry transport in Marina, Lagos State. The inferential analysis using factor analysis revealed 

tangible, attitudinal, and reliability factors as key elements influencing passengers‘ 

satisfaction with ferry transport services in the study area. The study established that ferry 

transportation may not be the ultimate solution to road traffic problems in Lagos State, but an 

improvement would help in fostering an integrated, multimodal transport system. This study 

hopes to re-galvanize the commitment and efforts of the government in increasing attention 

towards ferry passengers‘ satisfaction, as this would go a long way in improving ferry 

patronage and ensure sustainable service provider-customer relationships.  

 

The study recommends the regular auditing of ferries to check for malfunctions is imperative 

in maintaining a safe and comfortable passenger ferry system. Monthly routine maintenance 

of facilities, cleanliness, and condition is a necessity and prerequisite for satisfaction. The 

removal of debris and water hyacinth along waterways to improve ferry speed, Information 

boards depicting routes, schedules of routes, next turn, real-time information should be 

provided at the terminus. This will help in reducing uncertainty in the arrival of ferries and 

waiting time. This can be done by word of mouth if other methods are expensive. Also, 

waiting time can be improved upon by providing more frequent service in the availability of 

ferries. This will minimize passenger wait times. On staff attitude, regular professional 

training programs on how ferry operators and terminus staff should be adept at handling 

passengers‘ requests and complaints. Finally, the government needs to partner with ferry 

services corporations in enlightening the public on the safety and benefits of ferry 

transportation. This should be backed up by the implementation of an effective water policing 

system, as well as the adequate provision of safety equipment in ferries and PPEs such as fire 

extinguishers, life jackets 
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