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ABSTRACT 

 

This study was conducted in Nkuhungu and Kisasa areas in Dodoma Municipality. The 

general objective of the study was to assess customer satisfaction with the procedures used 

by the Capital Development Authority (CDA) in allocating surveyed building plots. 

Primary data were collected from respondents by means of questionnaires and interview. 

Secondary data were obtained through documentary review. A total of 70 respondents 

were involved. Data processing and analysis was done through SPSS computer program 

version 16.1 and use of qualitative data analysis techniques.  

 

The findings from the study show that the process to acquire surveyed building plots from 

CDA involve granting of an offer, building permit, development of a plot and finally 

granting of title deeds which takes very long time and in most times it is discouraging to 

customers. The factors affecting customer satisfaction with the procedures used by CDA 

in allocating surveyed building plots are related to demand against supply of surveyed 

building plots (availability of surveyed building plots); and time taken to get surveyed 

building plots and associated documents (letter of offer, building permit and title deed). 

Some factors likely to promote customer satisfaction were also identified in this 

document. It is concluded that customers are not satisfied with the procedures used by 

CDA in allocating surveyed building plots because such procedures are long consuming 

significant time of customers, associated with unnecessary bureaucracy and corruption as 

well as more costly.  

 

The study recommends that CDA should ensure that surveyed building plots are available 

to all income groups. The process of getting land for building should be clear and 

transparent. People who have built in unplanned areas are recognized and brought to the 

official main stream of housing development. CDA should frequently survey significant 

number of building plots to ensure that surveyed building plots become trading 

commodity that one is granted after all necessary payments to CDA. There should also be 

political will by government political leaders in providing sufficient funds to CDA for 

plots surveying and frequent monitoring of the performance of CDA. 
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CHAPTER ONE 

INTRODUCTION 

 

1.1 Background Information to the Study 

Most developing countries especially in sub-Saharan Africa are currently experiencing 

unbalanced rapid urban human population growth causing an increase in deterioration of 

the social and physical environment as well as the economic deterioration of urban centers 

(Masawe, 1996). One of the most important consequences of rapid urban human 

population growth is its implications on chaotic human urban settlements and unplanned 

physical growth of urban centers. For example, it is quite common to find residential 

zones next to industrial sites or industries enveloped by housing estates with all potential 

risks to environment and health of the residents (Masawe, 1996). Rapid urbanization in 

developing countries has been exerting pressure on the limited resources of these poor 

economies resulting into many problems such as the increasing number of slums and 

shanty settlements. 

 

―Urban poverty is simply rural poverty displaced‖ and such a view seems appropriate in 

relation to the spontaneous settlements for the move to the city as has been indicated, is 

powered by rural change and rural poverty (Kironde and Ngware, 1998). As urban 

population grows, spontaneous urban development has led to the creation of many 

unplanned settlements in urban peripheral areas, further stretching the capacity of the 

governments to provide necessary social and economic infrastructures. This adds more 

weight on the need to develop new approaches to the planning and management of African 

urban areas to ensure that they survive as viable social and productive entities in the 21
st
 

century (Kironde and Ngware, 1998). Thus, a few years after independence rapid urban 

growth in African countries was conceptualized on the basis of theories of ―push and pull 
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factors‖ resulting into massive rural to urban migration of people, basically in anticipation 

of better living condition and employment. This is because the provision of social and 

economic amenities has for a long time been generally better in cities and towns than in 

rural areas, leading to a rural-urban dichotomy.  

 

Tanzania being a developing country has been experiencing its fair share of rapid 

urbanization which became more dramatic in most urban areas after the Arusha 

Declaration in 1967. Through its socialism and self-reliance policy, Arusha Declaration 

emphasized villagization or rural development leading to many men and women to move 

to urban areas escaping from the harsh environment in rural areas. Also, The Villagization 

process involved forced transfer of the population into collective farms and areas so that 

they can easily be provided with socio-economic services such education facilities, health 

facilities, agricultural inputs (fertilizers, improved seeds, pesticides), and infrastructures 

(roads, electricity, water). This process led to the development and growth of some of the 

urban areas particularly those which engaged in cash crop production (tobacco, coffee, tea, 

cotton). By the year 2002, the total demand for dwellings in urban areas in Tanzania was 

estimated to be more than 2,200,000 units (URT, 2002).  

 

Efforts by Tanzania urban planning system as well as other actors to manage the 

urbanization process, for example through encouraging a more even spread of the national 

population and their activities into both rural and urban areas have not really been 

productive especially in terms of reducing potential risks and hazards. In Tanzania about 

20% of the total population lives in urban areas which constitute an estimated area of less 

than 10% of the total land (Raay, et al, 1989). The National Human Population Settlement 

Policy of 2002 shows that the urban population has been increasing at a rate of 10% per 

annum from 1980 to 1997 (UCLAS, 2004). The inadequacy of shelter delivery system to 
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cater for the urban population has led to an extensive development of squatters or 

unplanned settlements.  

 

In the early 1980s, Dodoma was proposed by the government to be the capital city due to a 

number of reasons one being the strategic central location of the region. This strategy 

followed the earlier strategy by the government of establishing the Capital Development 

Authority (CDA) in 1972 to ensure urbanization of Dodoma as a show case of good town 

planning (CDA, 1984). A survey done by CDA in 1984 revealed that about 40% of 

Dodoma urban dwellers lived in squatter settlements in 1970s where from the year 1974 to 

1980 about 18,765 people experienced land invasion in the areas of Kikuyu, Kizota, 

Mailimbili and Chadulu. It was also revealed that since the 1980s, CDA had been 

initiating measures for controlling unplanned settlements in Dodoma urban. These 

measures have so far proved limited success. Unplanned settlements were found to 

increase in areas of Kizota, Chang‘ombe Chadulu and Mailimbili by 1984 where among 

9,754 houses, about 3,495 (40%) were in unplanned settlements. To overcome this 

challenge in 1985 CDA started to discourage defaults in land use (CDA, 1984). 

 

1.1.1 Background information of the Capital Development Authority (CDA) 

The decision to move the capital city of Tanzania from Dar es Salaam to Dodoma was 

made in 1973 by the National Conference of Tanganyika African National Union 

(TANU). Dodoma, which had about 45,000 population (in 1974), is located in the centre 

position of Tanzania (6
0
S, 35

0
E) where the savannah is spreading. The reasons of 

transferring the Capital City were as follows:  

 The strategic value of Dar es Salaam as a good natural harbour, which retained the 

city since colonial period has lost its meaning. 
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 Dodoma‘s location as the geographical centre of the Country and at a point of 

confluence for traffic makes it suitable for the centre of administration. 

 The position of Dodoma on an inland plateau makes the climate more comfortable 

compared with the higher humidity and generally higher temperatures (maritime 

climate) of Dar es Salaam (CDA, 1984). 

 

The Capital Development Authority (CDA) was established at the same time by a 

Government Notice No. 230 of 1973 to implement this decision. Following this, city 

planning was initiated in association with a Canadian Consultant Firm known as Project 

Process Asset Library (PPAL). In 1975, a Master Plan which put great emphasis on 

environment improvement was approved to guide the development. It laid out the schemes 

for the city‘s functional and peripheral environment. At present, various activities are 

being carried out according to this Master Plan by CDA like development and 

consolidation work, conservation work, village forestry work, building plots survey work, 

agro-forestry work, orchard work, nursery work and garage. 

 

Administratively, the Capital Development Authority (CDA) is organized/divided into 

five independent departments according to responsibilities on which flow of information is 

based. The departments are controlled by Directors being accountable to the Director 

General (DG) who is the head of CDA. The departments include Environmental 

Management department, Engineering and Construction department, Finance and 

Administration department, Planning and Research department and Land Ownership 

department. The Organization chart of the Capital Development Authority (CDA) is as 

illustrated in figure 1.1. 
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Figure 1.1: Capital Development Authority Organization chart 

Source: Adopted from CDA, 2011 
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Presence of unplanned settlements is a major challenge facing CDA in promoting urban 

settlements in Dodoma Urban. This is mainly due to unnecessary bureaucratic procedures 

of CDA in leasing surveyed building plots; scarcity of surveyed building plots resulting 

from CDA‘s delays in surveying the plots; rapid human population growth and absence of 

alternatives to customers in need of building plots (Kavira, 2005; Chivi, 2005; Kavenuke, 

2007). CDA officials are used to demolish buildings in unplanned settlements with 

insignificant compensation to the building owners. This does not reduce unplanned 

settlements but rather perpetuated them as people had no alternatives after the demolition 
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rather than migrating to other unsurveyed areas. For example, the 1992 demolition by 

CDA at Tambukareli area led to an increase in unplanned settlements at Chang‘ombe area 

as people from Tambukareli migrated to Chang‘ombe (Dodoma profile, 2003). The 

process of upgrading of settlements is associated with less compensated demolitions and 

unfair treatment of the people. Building plots near the social services such as water 

sources, roads, hospitals are given to the merchants and high income earners while local 

and ordinary people are displaced to building plots in marginalized areas. Different actors 

are not involved in the process of settlement upgrading. Double allocation of surveyed 

building plots is a common practice for some CDA officials.  

 

1.2 Statement of the Problem  

Since independence in 1961, the government of Tanganyika, later Tanzania has been 

making efforts to ensure urbanization of Dodoma as a capital city and a role model for 

urban planning. To achieve this objective it established the Capital Development 

Authority (CDA) in 1973 as an independent authority for implementation of the same. 

With the legal framework such as the Land Ordinance Cap 101, the Land Acquisition Act 

No 47 of 1967, the Trespass Ordinance Cap 290 and the Human Resources Deployment 

Act No 6 of 1983 exist; as well as the policies such as the Tanzania Human Settlements‘ 

Policy of 2002, it is expected that Dodoma urban could be heavily urbanized and 

developed. It is also expected that availability of building plots could not be a problem but 

a trading commodity which one is immediately granted after all necessary payments. 

However, the converse hold true. 

 

Some studies have been carried out to highlight factors for unplanned settlements in 

various areas of Dodoma urban. These have revealed that there is slow progress of CDA in 

providing surveyed building plots and hence limiting the efforts of promotion of urban 
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settlements in Dodoma urban (Kavira, 2005; Chivi, 2005; Kavenuke, 2007). Such studies 

have also shown that unplanned settlements in Dodoma urban continue to grow. For 

example, the number of squatters in Dodoma urban was estimated to be about 69% of all 

settlements in Dodoma urban (Tanzania National Land Plan, 1995). Availability of 

building plots to Dodoma urban dwellers is a problem associated with frequent 

uncompensated demolitions. For example, CDA carried out demolitions at Tambukareli 

area in 1992, Chang‘ombe area in 2009, Mbwanga area in 2010, Mbuyuni area in 2010 

and Njedengwa area in 2011 (CDA, 2011). There was a lot of dissatisfaction due to such 

excommunicated and uncompensated demolitions that led to serious loss of property and 

deepened poverty incidence among the victims. 

 

Based on the views and research done by a number of researchers and academicians, 

customer satisfaction is very important. For instance, Hoyer and MacInnis (2001) argue 

that satisfaction can be associated with feelings of acceptance, happiness, relief, 

excitement, and delight. Customer satisfaction is a direct determining factor in customer 

loyalty, which, in turn, is a central determinant of customer retention‖ (Gerpott et al, 

2001).  According to Hokanson (1995), the factors that affect customer satisfaction 

include friendly employees, courteous employees, knowledgeable employees, helpful 

employees, accuracy of billing, billing timeliness, competitive pricing, service quality, 

good value, billing clarity and quick service. In order to achieve customer satisfaction, 

organizations must be able to satisfy their customers needs and wants (La Barbera and 

Mazursky, 1983). Therefore, organizations should always strive to ensure that their 

customers are very satisfied.  

 

However, there is so far limited information about customer satisfaction with the 

procedures used by the Capital Development Authority (CDA) in providing surveyed 
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building plots. It is not clear on whether or not CDA considers customer satisfaction as a 

key aspect in effective allocation of surveyed building plots. This study therefore, 

attempted to fill the identified gap by assessing customer satisfaction with the procedures 

used by the Capital Development Authority (CDA) in allocating surveyed building plots 

using Nkuhungu and Kisasa areas in Dodoma Municipality as case studies. 

 

1.3 Objectives of the Study 

1.3.1 General objective 

This study intended to assess customer satisfaction with the procedures used by the 

Capital Development Authority (CDA) in allocating surveyed building plots using 

Nkuhungu and Kisasa areas in Dodoma Municipality as a case study. 

1.3.2 Specific objectives 

(i) To identify the procedures used by CDA in allocating surveyed building plots. 

(ii) To identify factors affecting customer satisfaction with CDA‘s procedures of 

allocating surveyed building plots.  

(iii)To identify factors that can promote customer satisfaction with CDA‘s procedures of 

allocating surveyed building plots. 

 

1.4 Research Questions  

The study was guided by the following research questions:-   

(i) What are the procedures used by CDA in allocating surveyed building plots to its 

customers? 

Variables 

 Procedures required to secure surveyed building plots 

 Procedures for granting building permits 

 Time taken between plot request and grant of building permit 



 

 21 

 Costs involved in securing surveyed building plots 

 What suggestions are customers making on compensation procedures 

(ii) What are the factors affecting customer satisfaction with CDA‘s procedures of 

allocating surveyed building plots?  

Variables 

 Demand for surveyed building plots 

 Availability of surveyed building plots  

 Number of applications for surveyed building plots from year 2009-2011 

 Number of surveyed building plots from year 2009-2011 

 CDA – community relationship/link 

(iii)What are the factors likely to promote customer satisfaction with CDA‘s procedures of 

allocating surveyed building plots? 

Variables 

 What do customers say on upgrading procedures of the unplanned 

settlements  

 What suggestions are customers making on compensation procedures 

 Level of community participation in the process of allocating surveyed 

building plots  

 

1.5 Scope of the Study  

The study was conducted at Nkuhungu and Kisasa areas in Dodoma Municipality. The 

study focused in exploring information about customer satisfaction with the procedures 

used by the Capital Development Authority (CDA) in allocating surveyed building plots. 

It explored the challenges facing CDA in providing surveyed building plots to its 

customers in Dodoma Municipality. The study concentrated on the operations of CDA in 
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leasing surveyed building plots for the recent period between the year 2009 and 2011. 

Generally, the research examined the process of acquiring a surveyed building plot, title to 

land, building permit and the operation of the main stakeholders in housing development 

in the country. 

  

1.6 Significance of the Study 

Since its establishment in 1972, the Capital Development Authority (CDA) has been 

looking for sustainable solutions to the problems of unplanned settlements so as to ensure 

improved urban settlement in Dodoma Municipality. This study is therefore an important 

step in the determination of the challenges facing CDA in promoting urban settlements 

and hence good living standard of the people. It would enable CDA to clearly understand 

from customer/community perspective the challenges that hinder its efforts towards 

promoting urban settlements so that it can subsequently formulate the strategies to achieve 

their overall goal of making Dodoma a role model for urban planning. The study findings 

would also be useful to other urban planning authorities as far as urban settlements and 

urban housing is concerned. The study findings contributed to the existing body of 

knowledge on the importance of customer satisfaction in effective service delivery. That 

the identification and satisfaction of customer needs leads to improved customer retention. 

Satisfied customers are most likely to share their experiences with other people and reduce 

complains. Customer satisfaction facilitates feelings of acceptance, happiness, relief, 

excitement, and delight. Generally, the study findings would assist in establishment of 

mitigation measures to the challenges facing CDA in allocating surveyed building plots 

and ensure its customer satisfaction in Dodoma Municipality. 
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CHAPTER TWO 

LITERATURE REVIEW 

 

2.1 Introduction 

The purpose of chapter two was to show arguments made by different authors concerning 

customer satisfaction with the procedures used by the Capital Development Authority 

(CDA) in allocating surveyed building plots using Nkuhungu and Kisasa areas in Dodoma 

Municipality. The chapter provides knowledge and familiarizes the researcher with 

relevant information about customer satisfaction. 

 

2.2 Definitions of key Terms  

2.2.1 Customer Satisfaction 

Kotler (2000) and Harkiranpal (2006) define satisfaction as a person‘s feelings of pleasure 

or disappointment resulting from comparing products perceived performance (or outcome) 

in relation to his or her expectations. Additionally, (Yin, 1990), also stated that customer 

satisfaction is a collective outcome of perception, evaluation and psychological reactions 

to the consumption experience with a product/service. Customer satisfaction is a post-

purchase evaluation of a service offering (Bolton and Drew, 1999; Oh, 2000). Anthony 

and Gales (2003) gave a more current approach as they defined customer satisfaction as a 

state of mind in which the customer‘s needs, wants, and expectations throughout the 

product or service life have been met or exceeded, resulting in future repurchase and 

loyalty. Farris et al, (2010) defined customer satisfaction as the number of customers, or 

percentage of total customers, whose reported experience with a firm, its products, or its 

services (ratings) exceeds specified satisfaction goals. They consider customer satisfaction 

as a measure of how products and services supplied by a company meet or surpass 

customer expectation. For the purpose of this study the definition of customer satisfaction 
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as given by Farris et al, (2010) was adopted and used as it provides a detailed explanation 

of customer satisfaction. 

 

2.2.2 Settlements 

Settlements refer to a built-up area in which human population live and perform certain 

activities. It embraces all manmade facilities resulting from the process of settling 

including roads and paths that connect them and fences which separate them (URT, 2005). 

Two types of settlements are distinguished namely: planned (surveyed/upgraded) 

settlements and unplanned (squatter/unsurveyed) settlements. The squatter settlements are 

due to rural-urban migration; natural increase in human population; low income jobs; high 

cost of land; high cost of acceptable building standards, materials, rules and regulations; 

loop side planning and zoning legislations; lack of alternative affordable housing options; 

delay in processing leases; lack of enforcement and supervisions by the relevant 

authorities; and excessive fragmentation of existing slums and shanty settlements by 

extended family and friends of sitting squatters in the hope that they will be assured with a 

lease by the state a later date. The physical and socio-economic infrastructures are missing 

or are in very poor condition in those squatters. Common phenomena in these settlements 

include unhealthy water supply systems, overcrowding, poor sanitation and uncontrolled 

wastes (Poor waste management systems), unemployment and increased poverty incidence 

(Srinivas, 1991; Cohen, 2004). However, this study will focus on the planned 

(surveyed/upgraded) type of settlements to reveal customer satisfaction with the 

procedures of securing surveyed building plots. 

 

2.2.3 Urban Area 

An urban area is a place where most of the people engage in many economic activities 

such as industries, trading other than agriculture. It is characterized by high population and 
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well supplied with social services. In 1933, a population of at least 10,000 people in a 

place qualified to be called a town and for a city was about 500,000 people (URT, 2005). 

Urbanization thus, includes not only the concentration of people in their dwellings in a 

relatively small and organized space but also and more particularly the growth of towns. 

At a time when unauthorized peripheral settlements were being transformed through the 

enterprising, self-help efforts of their residents, government officials viewed these 

settlements as eyesores and cancers fit only for eradication (Masawe, 1996).  

 

The definition of an urban area is geared on some ecological and economic elements. 

Spatial considerations (ecological element) of urban normally revolve around factors such 

as population size and density. In the United States, for instance, areas with populations of 

2,500 or more are considered to be urban. For Denmark, a population of 250 or greater is 

considered to be urban, while in India, it is 5,000 or more. An example of a density-

defined urban area is Japan's 'Densely Inhabited Districts', which considers contiguous 

districts having a population of at least 5,000 and of a given population density. Such 

definitions ignore any administrative boundaries or economic functions taking place 

within the densely inhabited area (NBS, 2006). 

 

An economic element considers the function of the urban area and the activities that take 

place within the area. In comparison to a rural area, the majority of the economic activity 

in an urban centre is organized around non-agricultural production. A definition of urban 

based on non-agricultural functioning captures a different dimension than those based on 

density and population size. The variety of economic functions that take place in an urban 

centre includes various types of production, but also educational, political, administrative 

and socially related economic activities which tend to employ a diversely orientated labour 

force (UCLAS, 2006). 
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The term urban area is defined differently in various areas in the World. For example, an 

urban area in Botswana is referred to as agglomeration of 5 000 or more inhabitants where 

75 per cent of the economic activity is non-agricultural. In Comoros urban refers to 

administrative centres of prefectures and localities of 5 000 or more inhabitants. In Sudan 

urban area is referred to as localities of administrative and/or commercial importance or 

with population of 5 000 or more inhabitants. In Dominican Republic urban area is 

defined as administrative centres of municipalities and municipal districts, some of which 

include suburban zones of rural character. In Panama urban is defined as localities of 1500 

or more inhabitants having essentially urban characteristics such as streets, water supply 

systems, sewerage systems and electric light. In Chile urban is referred to as Populated 

centres which have definite urban characteristics such as certain public and municipal 

services (NBS, 2006). 

 

Generally, three different perspectives on ―urban‖ exists which a politico-administrative 

perspective embraced by the Prime Minister‘s Office-Regional Administration and Local 

Government (PMO-RALG), a human settlements perspective adopted by the Ministry of 

Lands and Human Settlements Development (MLHSD) and a statistical perspective 

adopted by the National Bureau of Statistics (NBS). A common denominator of the three 

above-mentioned urban perceptions is that none of them explicitly accounts for population 

density (PMO-RALG, 2006). 

 

Different urban perspectives also imply different average urban densities. Different urban 

perspectives result in different ranking of regions based on urbanization levels. Different 

urban perspectives imply striking differences in the level of regional urbanization. 

Different urban perspectives imply different spatial patterns of urbanization. For example, 

based on the density perspective, clusters of urban areas are found in and around Dar es 
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Salaam, Korogwe and Lushoto (Tanga Region), Kilimanjaro Region, Arusha Town 

(Arusha and Arumeru), on the shores of Lake Victoria, and in Rungwe and Kyela districts 

(Mbeya region) towards Lake Malawi. The statistical and human settlements urban 

perspectives result in similar spatial patterns of urbanization (Elisa and Lindeboom, 2008). 

 

2.3 The General Perspective of Customer Satisfaction 

Customer satisfaction, a term frequently used in marketing. It is a measure of how 

products and services supplied by a company meet or surpass customer expectation. In a 

survey of nearly 200 senior marketing managers, 71% responded that they found a 

customer satisfaction metric very useful in managing and monitoring their businesses. In a 

competitive marketplace where businesses compete for customers, customer satisfaction is 

seen as a key differentiator and increasingly has become a key element of business 

strategy (Gitman and Carl, 2005). This aspect is further illustrated by Farris, et al (2010) 

who pointed out that within organizations, customer satisfaction ratings can have powerful 

effects. They focus employees on the importance of fulfilling customers‘ expectations. 

Furthermore, when these ratings dip, they warn off problems that can affect sales and 

profitability. These metrics quantify an important dynamic. When a brand has loyal 

customers, it gains positive word-of-mouth marketing, which is both free and highly 

effective (Farris et al, 2010).  

 

Therefore, it is essential for businesses to effectively manage customer satisfaction. To be 

able do this, firms need reliable and representative measures of satisfaction. In researching 

satisfaction, firms generally ask customers whether their product or service has met or 

exceeded expectations. Thus, expectations are a key factor behind satisfaction. When 

customers have high expectations and the reality falls short, they will be disappointed and 

will likely rate their experience as less than satisfying. For this reason, a luxury resort, for 

http://en.wikipedia.org/wiki/Marketing
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example, might receive a lower satisfaction rating than a budget motel—even though its 

facilities and service would be deemed superior in 'absolute' terms (Farris et al, 2010). 

 

The importance of customer satisfaction diminishes when a firm has increased bargaining 

power. There is a substantial body of empirical literature that establishes the benefits of 

customer satisfaction for firms. Customer satisfaction data are among the most frequently 

collected indicators of market perceptions (Farris et al, 2010). Organizations need to retain 

existing customers while targeting non-customers (John, 2003). Measuring customer 

satisfaction provides an indication of how successful the organization is at providing 

products and/or services to the marketplace. Customer satisfaction is measured at the 

individual level, but it is almost always reported at an aggregate level. It can be, and often 

is, measured along various dimensions. A hotel, for example, might ask customers to rate 

their experience with its front desk and check-in service, with the room, with the amenities 

in the room, with the restaurants, and so on. Additionally, in a holistic sense, the hotel 

might ask about overall satisfaction 'with your stay (Farris et al, 2010). 

 

Work done by Parasuraman, Zeithaml and Berry between 1985 and 1988 provides the 

basis for the measurement of customer satisfaction with a service by using the gap 

between the customer's expectation of performance and their perceived experience of 

performance. This provides the measurer with a satisfaction "gap" which is objective and 

quantitative in nature. Work done by Cronin and Taylor propose the 

"confirmation/disconfirmation" theory of combining the "gap" described by Parasuraman, 

Zeithaml and Berry as two different measures (perception and expectation of 

performance) into a single measurement of performance according to expectation (Berry, 

Zeithaml and Parasuraman, 1991). 

 

http://en.wikipedia.org/wiki/Bargaining_power
http://en.wikipedia.org/wiki/Bargaining_power
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The usual measures of customer satisfaction involve a survey Kessler, Sheila (2003) with 

a set of statements using a Likert Technique or scale. The customer is asked to evaluate 

each statement and in term of their perception and expectation of performance of the 

organization being measured. Their satisfaction is generally measured on a five-point scale 

indicated below: 

Very 

dissatisfied 

Somewhat 

dissatisfied 

Neither satisfied 

nor dissatisfied 

Somewhat 

satisfied 

Very  

Satisfied 

1 2 3 4 5 

Source: Kessler, Sheila (2003) 

 

Customer satisfaction data can also be collected on a 10-point scale (Farris et al, 2010). 

Regardless of the scale used, the objective is to measure customers‘ perceived satisfaction 

with their experience of a firm‘s offerings (Farris et al, 2010). It is essential for firms to 

effectively manage customer satisfaction. To be able do this, we need accurate 

measurement of satisfaction.  

 

The challenge with specifying key indicators for measuring customer service is that not all 

businesses will use the same metrics. For example, a retail or fulfillment organization will 

have decidedly different key performance indicators than a software-as-a-service 

company. The relatively general top five customer service metrics include: 

 Service Level – For call centers, support, and service desks, first call resolution is the 

Holy Grail. For a shipping operation, product delivery and project implementation, on-

time performance is the measuring stick. In a high transaction business, the first 

interaction with a customer will be a key determinant of whether the customer will 

return. Don‘t underestimate the importance of timeliness and thoroughness. 

 

http://en.wikipedia.org/wiki/Sample_survey
http://en.wikipedia.org/wiki/Likert_scale
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 Customer Retention – For businesses, Utilization is the best indicator of a customer‘s 

dedication to your service. Use this metric to understand who is at risk at contract 

renewal time. Monitoring Repeat Business is going to help non-businesses understand 

how sticky their product or service is for their customer base. You should know which 

customers are using or buying different parts of your business. These customers who 

buy throughout your offerings are perhaps your most important customers to focus on 

for your retention strategies. 

 Response time – In today‘s world of electronic relationship management, response 

time is one of the only ways we can communicate our sense of urgency and concern 

for our customers and their experience with our product or service.  

 Time with the Customer – There is a definite happy medium between the overly 

chatty service provider and the thorough and efficient provider. Set your benchmarks 

for call duration and general time with the customer in relation to the ultimate goal of 

first call resolution, NOT the other way around. In other words, a completely satisfied 

customer not requiring a follow-up call or visit is much preferred over a quick, 

unresolved interaction. 

 Churn – Cancellations and returns are the equivalent to churn. If you don‘t know how 

much business you are losing, you won‘t be able to understand how much new 

business you will require to stay out of the red. As it is important knowing how much 

customers the organization has, it is crucial to understand WHY you are losing 

customers. This survey information is the real business insight for understanding your 

lost business. By all means this is not a comprehensive list of key performance 

indicators (Harkiranpal, 2006). 
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Dave and Maurie (2011) studying performance metrics pointed out effectiveness (service 

quality), satisfaction, Average Handle Time (AHT), contacts/hours, and cost/contact as the 

important key performance indicators. 

  

Hogarth and English (2002) pointed out that the key indicators (metrics) of customer 

satisfaction include consumer empowerment; public trust determined by integrity, 

managerial competence, technical competence, transparency and value congruence; 

organization‘s corporate reputation reflected in quality of products, commitment to 

protecting the environment, corporate success, treatment of employees, customer 

orientation, commitment to charitable and social issues, value for money of products, 

financial performance, qualification of management, and credibility of advertising claims.  

 

2.3.1 How to ensure strong customer service and customer satisfaction 

Increasing competition (whether for-profit or nonprofit) is forcing businesses to pay much 

more attention to satisfying customers, including by providing strong customer service. It 

may help the reader to notice the role of customer service in the overall context of product 

or service development and management. Servicing a customer is a part of every purchase 

and interaction with internal and external contacts. It can last a few seconds up to hours. 

Warren (2004) said it best: ―It takes 20 years to build a reputation and five minutes to ruin 

it. If you think about that, you‘ll do things differently.‖  A few basic rules about customer 

service include:  

 Honesty (Integrity) is the Best Policy – The service provider must be honest and own 

up to his/her mistakes. He/she should communicate the plans and proposed changes to 

prevent the same mistake from happening again.  

 Break Glass in Case of Fire. Response Time – The best tact is to quickly get on the 

phone with the customer to explain the organization‘s mistake. Don‘t rely on email for 
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this communication if it can be done quickly one on one. If you are communicating to 

a large customer base then email is certainly the fastest and most effective way to 

quickly notify your customers that you are aware of the problem. Frequent updates is 

there in a protracted issue and a brief overview of how you will prevent it from 

happening in the future will give your customers confidence that you are aware of the 

customer impact. 

 Keeping it Real; Set a Realistic Expectation – Customers who have been promised 

something that isn‘t delivered as promised are far more frustrated and disappointed 

than if they are notified at the outset they won‘t have it sooner than later. In other 

words, under promise and over deliver is the best policy. This may take some arm 

wrestling with other departments who want to take a feature or product to market 

before it is ready. Set the expectations correctly internally as to what the fallout may 

be so everyone understands the impact to customer satisfaction and ultimately 

customer retention. 

 Respect - Everyone in the organization should love the customers. This doesn‘t mean 

you won‘t have difficult customers who will push the limits and try everyone‘s 

patience. But if you don‘t have the organization philosophy to respect and appreciate 

your customers, the opposite tone will infect customer interactions from all 

departments. All departments, customer facing or not, should care about customer 

satisfaction (Harkiranpal, 2006). 

 

According to Hogarth (2002), the key rules of customer service are justice, customer 

orientation, service quality and satisfaction, and customer loyalty. Also, Di Mascio (2010) 

pointed out that the provider‘s commitment to their customers is an important rule in 

customer service. From a customer care perspective this is fundamental to understanding 

the extent to which customer orientation is firmly embedded in the culture of the provider 
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organization. This returns us to the notion of reciprocity, which from a customer 

perspective is where the service agent takes on the customer‘s problem as their own 

problem to be solved.  

 

Orsingher et al (2010) in a recent meta-analysis of satisfaction with complaint handling 

notes that justice theory is the most commonly used framework in this context.  Three 

types of justice drivers of satisfaction with complaint handling have been identified: 

distributive justice which, in essence, means providing fair compensation to resolve the 

complaint; interactional justice, concerns the fairness of the interpersonal treatment of 

complainants during the process; and procedural justice is the ―perceived fairness of the 

means (i.e. policies, procedures and criteria) used‖ in trying to resolve a complaint. There 

is evidence that distributive justice is the most important of the three, followed by 

interactional justice. Regarding the finding that interactional justice is more important than 

the procedures the authors underscore the importance of the employees‘ empathy, 

politeness, and willingness to provide reasonable explanations in the perceived satisfaction 

with complaint handling (Orsingher et al, 2010). 

 

2.4 Managing Customer Satisfaction for Organizational Sustainability 

A number of studies have looked into the importance of customer satisfaction. For 

instance, Kotler (2000) defined satisfaction as a person‘s feelings of pleasure or 

disappointment resulting from comparing a product‘s perceived performance (or outcome) 

in relation to his or her expectations. Hoyer and MacInnis (2001) pointed out that 

satisfaction can be associated with feelings of acceptance, happiness, relief, excitement, 

and delight. There are many factors that affect customer satisfaction. According to 

Hokanson (1995), these factors include friendly employees, courteous employees, 

knowledgeable employees, helpful employees, accuracy of billing, billing timeliness, 
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competitive pricing, service quality, good value, billing clarity and quick service. This is 

shown in figure 2.1. 

 

 

 

 

 

 

 

 

 

 

 

Figure 2.1: Factors that Affect Customer Satisfaction 

Source: Adopted from Harkiranpal Singh (2006) 

 

In order to achieve customer satisfaction, organizations must be able to satisfy their 

customers needs and wants (La Barbera and Mazursky, 1983). Customers‘ needs state the 

felt deprivation of a customer (Kotler, 2000). Whereas customers‘ wants, according to 

Kotler (2000), refer to the form taken by human needs as they are shaped by culture and 

individual personality.  

 

2.4.1 Effects of customer satisfaction on profitability 

Customer satisfaction does have a positive effect on an organization‘s profitability. 

According to Hoyer and MacInnis (2001), satisfied customers form the foundation of any 

successful business as customer satisfaction leads to repeat purchase, brand loyalty, and 

positive word of mouth. Coldwell (2001) pointed out that Growth Strategies International 

(GSI) performed a statistical analysis of Customer Satisfaction data encompassing the 
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findings of over 20,000 customer surveys conducted in 40 countries by Info Quest. The 

conclusion of the study was: 

 A Totally Satisfied Customer contributes 2.6 times as much revenue to a company as a 

Somewhat Satisfied Customer. 

 A Totally Satisfied Customer contributes 17 times as much revenue as a Somewhat 

Dissatisfied Customer. 

 A Totally Dissatisfied Customer decreases revenue at a rate equal to 1.8 times what a 

Totally Satisfied Customer contributes to a business‖.  

 

Zairi (2000) pointed out that there are numerous studies that have looked at the impact of 

customer satisfaction on repeat purchase, loyalty and retention. They all convey a similar 

message in that satisfied customers are most likely to share their experiences with other 

people to the order of perhaps five or six people. Equally well, dissatisfied customers are 

more likely to tell another ten people of their unfortunate experience. Furthermore, it is 

important to realize that many customers will not complain and this will differ from one 

industry sector to another. Lastly, if people believe that dealing with customer 

satisfaction/complaint is costly, they need to realize that it costs as much as 25 percent 

more to recruit new customers. 

 

Aaker (1995) said that the strategic dimension for an organization includes becoming 

more competitive through customer satisfaction/brand loyalty, product/service quality, 

brand/firm associations, relative cost, new product activity, and manager/employee 

capability and performance (figure 2.2). 
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Figure 2.2: Performance Measures Reflecting Long-Term Profitability 

Source: Adopted from Harkiranpal Singh (2006) 

 

2.4.2 Consequences of Customer Satisfaction and Dissatisfaction 

The consequences of not satisfying customers can be severe. According to Hoyer and 

MacInnis (2001), dissatisfied consumers can decide to discontinue purchasing the good or 

service, complain to the organization or to a third party and perhaps return the item, or 

engage in negative word-of-mouth communication. Customer satisfaction is important 

because, according to La Barbera and Mazursky (1983) satisfaction influences repurchase 

intentions whereas dissatisfaction has been seen as a primary reason for customer 

defection or discontinuation of purchase.  

 

However, Bowen and Chen (2001) noted that having satisfied customers is not enough, 

there has to be extremely satisfied customers. This is because customer satisfaction must 

lead to customer loyalty. Sivadas and Baker-Prewitt (2000) said that there is an increasing 

recognition that the ultimate objective of customer satisfaction measurement should be 

customer loyalty. Fornell (1992) said that high customer satisfaction will result in 

increased loyalty for the firm and that customers will be less prone to overtures from 
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competition. This view was also shared by Anton (1996) who said that ―satisfaction is 

positively associated with repurchase intentions, likelihood of recommending a product or 

service, loyalty and profitability. Loyal customers would purchase from the firm over an 

extended time (Evans and Berman, 1997). Guiltinan, Paul and Madden (1997) said that 

satisfied customers are more likely to be repeat (and even become loyal) customers. 

Sivadas and Baker-Prewitt (2000) noted that satisfaction also influences the likelihood of 

recommending a departmental store as well as repurchase but has no direct impact on 

loyalty.  

 

Thus, satisfaction in itself will not translate into loyalty. However, satisfaction will foster 

loyalty to the extent that it is a prerequisite for maintaining a favourable relative attitude 

and for recommending and repurchasing from the store. Once customers recommend a 

department store it fosters both repatronage and loyalty towards that store. Thus the key to 

generating loyalty is to get customers to recommend a store to others. Also, customers are 

likely to recommend a department store when they are satisfied with that store and when 

they have a favourable relative attitude towards that store. Evans and Berman (1997) noted 

that companies with satisfied customers have a good opportunity to convert them into 

loyal customers – who purchases from those firms over an extended period. 

 

Clarke (2001) said that a business which focuses exclusively on customer satisfaction runs 

the risk of becoming an undifferentiated brand whose customers believe only that it meets 

the minimum performance criteria for the category. Long-term customer retention in 

competitive markets requires the supplier to go beyond mere basic satisfaction and to look 

for ways of establishing ties of loyalty that will help war off competitor attack. According 

to Reichheld (1996), 65 to 85 percent of customers who defect to competitors‘ brands say 

they were either satisfied or very satisfied with the product or service they left. Therefore, 
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in order to ensure that customers do not defect, Bowen and Chen are correct to say that 

customers must to be extremely satisfied. As far as organizations are concerned, they want 

their customers to be loyal to them and customer satisfaction does not guarantee this. 

According to Storbacka and Lentinen (2001), customer satisfaction is not necessarily a 

guarantee of loyalty. They said that in certain industries up to 75% of customers who 

switch providers say that they were ‗satisfied‘ or even ‗very satisfied‘ with the previous 

provider. Customers may change providers because of price, or because the competitor is 

offering new opportunities, or simply because they want some variation (Storbacka and 

Lentinen, 2001).  

 

Clarke (2001) said that customer satisfaction is really no more than the price of entry to a 

category. For satisfaction to be effective, it must be able to create loyalty amongst 

customers. Sivadas and Baker-Prewitt (2000) pointed out that there is increasing 

recognition that the ultimate objective of customer satisfaction measurement should be 

customer loyalty. McIlroy and Barnett (2000) found that an important concept to consider 

when developing a customer loyalty programme is customer satisfaction. Satisfaction is a 

measure of how well a customer‘s expectations are met while customer loyalty is a 

measure of how likely a customer is to repurchase and engage in relationship activities. 

Loyalty is vulnerable because even if customers are satisfied with the service they will 

continue to defect if they believe they can get better value, convenience or quality 

elsewhere. Therefore, customer satisfaction is not an accurate indicator of loyalty. 

Satisfaction is a necessary but not a sufficient condition of loyalty. In other words, we can 

have satisfaction without loyalty, but it is hard to have loyalty without satisfaction.  

 

McIlroy and Barnett (2000) said that in a business context loyalty has come to describe a 

customer‘s commitment to do business with a particular organization, purchasing their 
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goods and services repeatedly, and recommending the services and products to friends and 

associates. Anderson and Jacobsen (2000) said customer loyalty is actually the result of an 

organization creating a benefit for a customer so that they will maintain or increase their 

purchases from the organization. They said that true customer loyalty is created when the 

customer becomes an advocate for the organization, without incentive. 

 

Clarke (2001) pointed out that the notion of customer loyalty may appear at first sight to 

be outmoded in the era of the internet, when customers are able to explore and evaluate 

competing alternatives as well as checking reports from others – at the touch of a button. 

Yet the evidence shows that the old rules of successful and profitable management still 

hold good: customer retention is still a key to long-term profits, while on the other side of 

the coin there is a high cost-penalty to low loyalty. Indeed, the very fact that customers 

can so readily assess the competing services and products on offer and then so easily make 

the new purchase does in itself give added weight to the importance of building strong ties 

of loyalty with customers‖. 

 

Bowen and Chen (2001) noted that it is commonly known that there is a positive 

relationship between customer loyalty and profitability. Today, marketers are seeking 

information on how to build customer loyalty. The increased profit comes from reduced 

marketing costs, increased sales and reduced operational costs. Finally, loyal customers 

cost less to serve, in part because they know the product and require less information. 

They even serve as part-time employees. Therefore, loyal customers not only require less 

information themselves, they also serve as an information source for other customers. 

Bansal and Gupta (2001) pointed out that building customer loyalty is not a choice any 

longer with businesses: it‘s the only way of building sustainable competitive advantage. 

Building loyalty with key customers has become a core marketing objective shared by key 
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players in all industries catering to business customers. The strategic imperatives for 

building a loyal customer base are as: 

 Focus on key customers 

 Proactively generate high level of customer satisfaction with every interaction 

 Anticipate customer needs and respond to them before the competition does 

 Build closer ties with customers 

 Create a value perception. 

 

McIlroy and Barnett (2000) said that loyalty cannot be taken for granted. They said that it 

will continue only as long as the customers feel they are receiving better value than they 

would obtain from another supplier. Anton (1996) said that when you can increase 

customer loyalty, a beneficial ‗flywheel‘ kicks in, powered by: - 

 Increased purchases of the existing product, 

 Cross-purchase of your other products, 

 Price premium due to appreciation of your added-value services, 

 Reduced operating cost because of familiarity with your service system, 

 Positive word-of-mouth in terms of referring other customers to your company. 

 

In order to ensure that there is customer loyalty, organizations must be able to anticipate 

the needs of their customers (Kandampully and Duffy, 1999). According to Kandampully 

and Duffy (1999), a customer‘s interest in maintaining a loyal relationship is depended on 

the firm‘s ability to anticipate customer‘s future needs and offering them before anyone 

else.  A study done by Bowen and Chen (2001) supported the contention that there is a 

positive correlation between loyal customers and profitability. Bowen and Chen (2001) 

argue that the result of our study supported the contention that there is a positive 
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correlation between loyal customers and profitability. Loyal customers indeed provide 

more repeat business and were less likely to shop around for the best deals than non-loyal 

customers. 

 

Day (1994) points out that the identification and satisfaction of customer needs leads to 

improved customer retention. Clark (1997) adds that customer retention is potentially one 

of the most powerful weapons that companies can employ in their fight to gain a strategic 

advantage and survive in today‘s ever increasing competitive environment. It is vitally 

important to understand the factors that impact on customer retention and the role that it 

can play in formulating strategies and plans. 

 

2.4.3 Measuring customer Satisfaction 

Measurement issues of customer satisfaction are numerous (Cooper and Rousseau, 1996) 

but the study discusses macro and micro models. Basing on the remarkable definition of 

customer satisfaction, Firstly, satisfaction with a product/service is a construct that 

requires experience and use of a product or service (Oliver, 1999). Individuals who pay for 

a product/service but who do not use this product/service should not be expected to have 

the type of satisfaction that a product/service the consumer will have. Therefore, we need 

to realize that the concept of customer satisfaction is about user satisfaction, rather than 

about buyer satisfaction (which may include non-users). Second, satisfaction is a feeling. 

It is a short-term attitude that can readily change given a constellation of circumstances. It 

resides in the user‘s mind and is different from observable behaviors such as product 

choice, complaining, and repurchase. Third, satisfaction commonly has thresholds at both 

a lower level (insufficiency or under fulfillment) and an upper level (excess or over-

fulfillment). This means that a consumer‘s satisfaction may drop if s/he ―gets too much of 



 

 42 

a good thing.‖ Many people focus upon the lower threshold and neglect the potential for 

an upper threshold.  

 

Oliver highlights the concept of value as a driving force in product, choice and 

satisfaction‘s relationship to it as a brief psychological reaction to a component of a value 

chain. Oliver (1999) provides another version of this model, which appears overleaf in an 

abbreviated form as figure 2.3. An important point about customer value models is the use 

of gross benefit-cost judgments by consumers. 

 

 

 

   

 

 

 

 

 

 

 

Figure 2.3: Model of Link between Satisfaction and Value 

Source: Oliver, 1999 

 

However, Bitner and Hubbert (1994) explained other crucial macro-model which provides 

the linkage of overall service satisfaction, encounter satisfaction, and conceptualization of 

perceived quality as a separate construct, distinct from satisfaction. Furthermore, they 

highlight the construct of a ―global‖ level of satisfaction (the overall service satisfaction) 

in contrast to the construct of a component level of satisfaction (the encounter service 

satisfaction). Logically, customer satisfaction is measured by the model through the use of 

micro and macro models (Cooper and Rousseau, 1996), as customer satisfaction is all 

about consumer satisfaction rather buyer satisfaction. This model provides the necessity 
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and need for a study to assess the customer satisfaction with the procedures used by CDA 

in allocating surveyed building plots. It highlights how customer satisfaction is a basic 

element for effective allocation of surveyed building plots by CDA. 

 

2.4.4 Theories or models guiding customer satisfaction 

Models of customer satisfaction come from a vast literature of the marketing research 

discipline. This pool of research includes models that integrate the concept of customer 

satisfaction in a network of related concepts, such as value, quality, complaining behavior, 

and loyalty. These kinds of models may be labeled as ―macro-models.‖ Macro-models 

have special importance for the policy-level implications of an organization‘s research in 

customer satisfaction. Macro-models give the researcher the strategic context of the design 

and the results for a study of customer satisfaction. Macro-models extensively cover the 

elements that make up the concept of customer satisfaction, such as disconfirmation of 

expectations (Erevelles and Leavitt, 1992), equity, attribution, affect, and regret. Because 

these elements explain the composition of the customer satisfaction concept (or‖ 

construct‖), theorist label these kinds of models as ―micro-models.‖ Micro-models enable 

an analyst to properly operationalize measurements of customer satisfaction. Erevelles and 

Leavitt (1992) provide an excellent summary of micro-models which include: 

Expectations Disconfirmation Model, Multiple Process Model, Norms Model, Multiple 

Process Model, Attribution Model, Affective Models and Equity Model  

    

Mullins (1996) notes that equity theory is concerned with the perceptions people have 

about how they are being treated compared to others. This theory was expounded by J. 

Stacey Adams. Equity theory states that people will be better motivated if they are treated 

equitably and de-motivated if they are treated inequitably. In other words, equity, fairness 

and justice in the work place are major factors in determining motivation whereas 
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unfairness is a major source of de-motivation.  According to Kreitner and Kinicki (1998), 

equity theory claims that people are motivated to maintain consistency between their 

cognitive beliefs and their behaviour. Perceived inconsistencies create cognitive 

dissonance (physical discomfort), which in turn, motivates corrective action.  

 

Kreitner and Kinicki indicate that employees input, (for which they expect a just return) 

includes education, experience, skills and effort. On the outcome side of the exchange, the 

organization provides such things as pay, fringe benefits and recognition. On the job 

feelings of inequity revolve around a person‘s evaluation of whether he or she receives 

adequate rewards to compensate for his or her contributive inputs. People perform these 

evaluations by comparing the perceived fairness of their employment exchange to that of 

relevant others. Hellriegel et al. (2004) stated that, according to equity theory, if people 

perceive that they are being treated unfairly they are likely to look for justification for the 

treatment. Failure to find any may cause them to behave in ways that harm the 

organization. For example, the organization may lose the valuable talents of high 

performers or dissatisfied employees stay on in the organization may resort to withhold 

effort which may reduce output or lower quality. 

 

Generally, it can be concluded that customer satisfaction models emphasize the 

consumer‘s attitude about fair treatment in the consumption process. Fair treatment can 

use the concept of the equity ratio (explaining, the amount of her/his return for her/his 

effort made) or the concept of social comparison (that is, the perceived, relative level of 

product/service performance that other consumers experience).  
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2.5 Urban Settlements Development as a Determinant of Customer Satisfaction in 

Africa 

Studies on urbanization since independence in Africa are divided into three phases of 

1960-1970s, early 1980s and late 1980s-1990s. The 1960-1970s was the modern phase 

when most Africa governments were primarily concerned with development plans for 

their economies in general and to uphold urban colonial standards. As a result, most urban 

policies tended to push urban migrants back to rural areas (Magobunje, 1990). Urban 

settlements were founded and developed essentially to play an important role in the 

process of colonial domination. New means of transport encouraged the development of 

towns such as Kigoma and Dar es Salaam in Tanzania. Capitals were foci of roads, rail 

and air transport services (Masawe, 1996). 

 

The early 1980s was the second phase when there was a general realization of the failure 

by most of African governments and urban authorities to efficiently and effectively 

manage the urban settlement development. A shift to ―aided self help‖ urban policies 

reflected in upgrading of unplanned settlements, sites and service scheme programmes 

(Streeten, 1995). 

 

The third phase (from late 1980s to 1990s) was characterized by new thinking on urban 

development, spearheaded by foreign aid and development agencies advocating for 

policies based on the ―enabling and bottom-up‖ approaches in trying to solve urban shelter 

and poverty problems. It was contended that there was a redefining of the African cities to 

encompass self help activities, urban agriculture and informal sector activities, so as to 

safeguard the interests of growing numbers of the urban poor (UNDP, 1996).  
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Few years after independence rapid urban growth in African countries was conceptualized 

on the basis of theories of ―Push and Pull factors‖ resulting into massive rural to urban 

migration  of people, basically in anticipation of better living conditions and employment. 

This is because the provision of social and economic amenities had for long time been 

generally better in cities and towns than in rural areas (That is rural – urban dichotomy). It 

was argued that ―Urban poverty is simply rural poverty displaced‖ and such a view seems 

appropriate in relation to the spontaneous settlements for the move to the city as has been 

indicated, is powered by rural change and rural poverty (Kironde and Ngware, 1998). The 

growth of slums and shanty settlements is usually a by- product of urban landlessness and 

housing famine (Nandy, 1987). 

 

The squatter settlements are due to internal and external reasons. The internal reasons 

includes lack of collateral assets; lack of savings and other financial assets; and daily/low 

income jobs many of which are semi-permanent or temporary.   External reasons include 

high cost of land and other housing services; high acceptable building standards, rules and 

regulations; and loop sided planning and zoning legislations. All the above reasons are 

said to leave no option for the low-income earners to squat (Srinivas, 1991).  

 

A paper by Cohen, (2004) on broad strategies to address slum problems in Fiji 

government highlighted many causes of slums and shanty settlements but the most 

significant one is the lack of alternative affordable formal housing options in urban areas 

in the face of steady urbanization. People tend to squat mainly on state land because of its 

accessibility, delay in processing leases, lack of enforcement and supervision by the 

relevant authority, and excessive fragmentation of existing slums and shanty settlements 

by extended family and friends of sitting squatters in the hope that they will be assured 

with a lease by the state a later date. 
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Generally, different scholars contend that the main causes of squatter settlements are rural-

urban migration; natural increase in human population; low income jobs; high cost of 

land; high cost of acceptable building standards, materials, rules and regulations; loop side 

planning and zoning legislations; lack of alternative affordable housing options; delay in 

processing leases; and lack of enforcement and supervisions by the relevant authorities. 

The physical and socio-economic infrastructures are missing or are in very poor condition 

in those squatters. Common phenomena in these settlements include unhealthy water 

supply systems, overcrowding, poor sanitation and uncontrolled wastes (Poor waste 

management systems), unemployment and increased poverty incidence.  

 

2.6 Urban Settlement Promotion/Management as a Planning Aspect  

Urban management refers to a system of setting the objectives of towns and cities 

collectively and in cooperation. This system uses various resources and aims at bringing 

about a better environment for those institutions and the people they are meant to serve. 

Urban management also refers to the special activity of coordinating the business of 

townsmen and women as well as city dwellers and departments. Urban management 

involves planning, recruitment and control among other things. Urban management should 

thus coordinate peoples‘ commercial and industrial activities with the view of enabling 

them to achieve higher standards of life and prosperity. This calls for cooperative planning 

and control of implementation plans. Urban management thus, rejects selfishness and 

seeks ideal community (Masawe, 1996).  

 

Nor does urban management mean merely seeking solutions of the problems of lack or 

shortage of amenities such as decent facilities including houses, educational facilities, 

recreational facilities, sanitation, transportation and security. It does not mean only the 

elimination or easing of overcrowding in buses, congested streets, potholed avenues, 
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rubbish heaps, inadequate sewers and the like. It means above all identifying the causes of 

the problems and devising ways of solving them that also safeguard the human values of 

freedom and development (Masawe, 1996).  

 

But practical recognition of these values in the process of urban management has often 

been impaired by misinterpretation and confusion of the concepts of community and 

opportunity. This is why contrary to expectations, urban life in both developed and 

underdeveloped countries have a brutal rather than a human face. In order for 

interpretation of opportunity to be conducive to the development of all urban, urban 

institutions (economic, political social scientific and cultural) must incorporate disciplines 

(Haworth, 1963; Masawe, 1996) 

 

Apart from the misinterpretation of the concepts of community and opportunity, urban 

management‘s promotion of freedom and development has also been undermined by 

inappropriate uses of analogy. Some analysts assume that the path trodden by the western 

world provides the blue print for third world urbanization (Hutton, 1972). The inadequacy 

of this ―Similar path‖ theory lies not in explaining the social, economic and political 

changes in the West but in assuming that they can be superimposed upon the third world. 

This is unrealistic modernization theory because it assumes that cities are ―enclaves‖ of 

elites who live in luxury, using powers and wealth inherited from colonial rule or created 

since independence; that cities are ―breach heads:, centers of modernization which flows 

out to benefit the countryside and revitalize it out of stagnation; and that the urban centers 

provide demonstration effects and technological diffusion which when well managed, lead 

to modernization of the countryside (Friedman, 1968; Masawe, 1996). 
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Planners in most developing countries have worked according to the desires of their 

employers, the better off people, who think of solving urban problems in terms of creating 

comfort for themselves. They tend to forget the needs of the poor majority (Stretton, 

1978). They are far from satisfying the urban community requirements.  Planners who are 

supposed to render town and city life attractive, turn into unimaginative technocrats who 

fail to cater for the diverse and various needs of human life. This amounts to depriving off 

the freedom of the people that they need in order to plan their lives. They for example 

advise renewal of the physical environment of the urban poor (Pahl, 1972). 

 

In order to promote the values of freedom and development, planners must plan for 

people. They must inquire into the people‘s life styles, their wants and the problems they 

need to have solved. Planners must look into people‘s salient problems whether financial, 

familial or both; identify the people who suffer the problem and plan how best to relieve 

them. Thus urban settlement planning must be user-oriented (Gans, 1968). Urban 

settlement planning should aim at promoting popular participation to enable people not 

only to take part in making decisions about the physical environment, but also to take 

responsibility for the values implicit in planning decisions. Effective participation for 

efficient urban management is associated with good division of powers.  

 

2.7 Customer Satisfaction Regarding Building plot Allocation in Tanzania 

The inadequacy in shelter delivery system in Tanzania to cater for the urban population 

has led to an extensive development of squatter or unplanned settlements hence customer 

dissatisfaction with the procedures of allocating surveyed building plots. Studies 

conducted in 1995 under the Urban and Housing Indicators Programme indicated that 

nationally about 70 percent of the urban population lived in unplanned settlements and 

that about 60 percent of the urban housing stock are to be found in these settlements. The 
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gap between the supply and demand for housing has been widening with time. It was 

estimated that at the end of the First Five-Year Development Plan (1964–1969), there was 

a shortage of 21,000 houses in urban areas. The shortage grew to 25,000 houses at the end 

of the 2
nd

 Five Year Development Plan (1969–1974) and to 300,000 houses in 1982. It is 

now estimated that the deficit in Tanzania urban centres is about 1,200,000 housing units. 

The growing housing shortage is confirmed by overcrowding levels that are found in 

urban areas. On the understanding that an occupancy rate of more than 2 persons per room 

constitutes overcrowding, the percentage of families in overcrowded houses in urban 

centres in Tanzania is about 35% (HABITAT, 1996). 

 

On the other hand the conditions of most housing in the urban centres are not all that good. 

Current studies indicate that about 32% of such dwellings could be classified as being in 

bad condition, 51% in fair condition and 17% to be in good condition. Lack of appropriate 

policies on housing development could have contributed to overcrowding in housing and 

poor housing conditions. Among them are those, which concern the acquisition of building 

plots, land title, building permit, housing credit facilities and the operation of the main 

stakeholders in housing development in the country (Seleki, 2006). The process of 

acquiring a building plot and a building permit takes very long time and in most times it is 

discouraging to customers. Similarly getting a title is costly and tiresome. Land title is 

necessary for mortgaging in order to get credit facilities for housing development. There 

are no formal housing credit facilities for housing in the country and main actors in 

housing development have not been playing their roles as expected. 
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2.7.1 Some factors that have contributed to the housing problems in Tanzania 

2.7.1.1 Acquisition of land for building 

The government in 1995 adopted a national land policy, and a legislation to enforce it was 

passed by parliament in 1999 but it is yet to be implemented. However the scenario, now 

observed in the urban centres, is to a large extent a product of past policies. The then basis 

of Tanzania land policy was the Land Ordinance of 1923 (Cap 113) as subsequently 

amended, which declared all land in the country to be publicly owned and to be alienated 

under a system of a Right of Occupancy, expressly granted, or in the case of customary 

tenure, deemed granted. Cap 113 recognized existing freehold tenures, but these were 

abolished and converted into government leases, and later into Rights of Occupancy 

through the Freehold Titles (Conversions) and Government Leases Acts of 1963 and the 

Government Leaseholds (Conversion to Right of Occupancy) Act (1969) respectively. The 

existence of granted and deemed Right of Occupancy creates a twilight concept in urban 

areas including Dodoma Municipality. Although it was the intention of the government to 

remove customary land tenure from urban areas, this was never converted into law, so that 

the declaration of an area to be a planning area does not extinguish customary tenure. It 

only requires land occupiers to comply with planning conditions but if they fail to do so, 

then planning authorities are compelled to compensate them for their unexhausted 

developments. Until these are done, such occupiers are in legal occupation of the land.  

 

Theoretically, both the Granted and the Deemed Right of Occupancy are equivalent. In 

practice, the deemed right appears to be permissive and can still be subjected to planning 

conditions. The President may, but is not obliged to issue a certificate of title to a deemed 

right. The Land Registration Ordinance (Cap 334) does not allow registration unless the 

land in question is shown on an approved plan i.e. a plan approved by Director of Surveys 

according to existing land surveying registration. This means the deemed right is inferior 
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to the granted right. Since majority of Tanzanians, be they in rural or urban areas, live 

under deemed rights the inherited land policy as prescribed in the Land Ordinance, the 

Town and Country Planning Ordinance (Cap .378), the Land Registration Ordinance 

(Cap.334) and other legislation is inequitable. Land for building in urban areas in 

Tanzania can be obtained in a number of ways: 

 

(a) Official land obtained formally 

Because of its various attributes including tenure security, planning certainty, existing of 

potential infrastructure and the cost of acquisition, there has been a strong demand for 

planned land. In the 11 years 1978/79 to 1989/90, about 260,000 people registered 

themselves as seeking plots in Dar- as –Salaam. Of these, only about 21,000 ( i.e. 8.1 %) 

got an allocation. In each of the five years between 1986 and 1990 an average of 1,600 

plots were allocated but only 655 titles were issued. This situation has led to (a) the search 

of official land through informal means (b) various disputes involving land allocation (e.g. 

in Dar-es-Salaam between 1983 and 1989, 1408 plots, 11% of the total allocated, were 

double allocated); and (c) the conversion of open spaces and public utility land in earlier 

town planning schemes into plots for private use. For example, 17% of all the plots in the 

Sites and Services area of Sinza in Dar-es-Salaam were found to be ―creations‖ in 1988. 

The ―price‖ at which the government allocates its land is very low and it is comprised of 

fees and land rent, but does not reflect the value of the land in question, or the 

government‘s resource input in its production. For example, while in 1994 it cost between 

T.Shs. 6,000/= and 10,000/= to survey a high -density plot, the government charges only 

25/= as survey fees (Masawe, 1996).  
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(b) Official land obtained informally 

The official but informal secure of land involves:  

 Plot allotters selling their plots: This is illegal since anyone who fails to develop a 

plot must surrender it to the government for reallocation. A loophole exists in the laws 

which allows the transfer of land to somebody else ―for love and affection‖, and this is 

sometimes used to effect transfer of land. Land officials must cooperate for such 

dealings to be successfully executed.  

 

 A legal way of transferring land is to sell semi – developed plots: Financially, the 

sale of semi-developed plots like a foundation is perhaps less since in most cases the 

amount realized is insufficient to replicate the sold development. It may well be that 

the sellers of such developments are much more interested raising a capital sum of 

money rather than making a profit. The quantity of the transactions is not known as no 

thorough research has been made into urban land markets. Although it may be faster to 

get a plot through purchase rather than through allocation, the possibility of one 

spending money and finding oneself with a plot entangled in conflict is always there 

because the operations are murky. One is many times safer trying to buy developments 

rather than a bare plot. There is generally no open market for land and developments in 

Tanzania and properties changing hands are relatively few. 

  

 Unplanned Land Obtained by Slow Invasion: While no systematic study has been 

carried out on this phenomenon, observations suggest that there are households, 

presumably in the low -income brackets that acquire land through invasion. In Dar-es-

Salaam, marginal land in the valleys of the Msimbazi, Ubungo, and Sinza rivers, and 

Gerezani and Mzinga Greeks for example; and in Mwanza , on the steep hills 

surrounding the town, unplanned developments are taking place, in spontaneous 
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settlements, whose occupants are squatters. These people are not only motivated by the 

non-availability of planned land, but also by the convenient location of the invaded 

land vis -à-vis income-earning opportunities (Seleki, 2006). 

 

2.7.1.2 Planning and Building Codes 

Land allocated on a long term basis invariably carries building covenants that require the 

allottee to submit his building plans to the planning authorities within six months, to start 

developing the plots within six months of the approval of the building plans, and to 

complete the building within three years of the offer of a Right of Occupancy (URT, 

1956). The law forbids development without a building permit and requires that 

development conform to the stipulations of the permit. As regards building materials, 

building regulations go to the extent of specifying the specific materials that are supposed 

to be used in different types of construction. It is worth to note that the land development 

process is characterized by very slow consolidation (HABITAT 1992). 

 

2.7.1.3 Acquisition of Certificate of Title on Land 

In order for one to have legal title on land one has to have a Certificate of Occupancy. In 

addition of making him have a security of tenure on the land, the title enables him to have 

housing credit facilities by mortgaging it. It has been observed that part of the reason for 

delays seem to be associated with long processes, big work load at office and 

communication problems. The time taken is on the average but some people take even 

more than three years before getting their land titles and others do not get them at all if 

they do not make follow ups. Throughout the process the applicant has to move from place 

to place and sometimes makes contacts with people concern. This process involves money 

and it is costly (URT, 1967). 
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2.7.1.4 Housing finance 

Under the country‘s shelter policy, financial institutions lending for housing were to be 

responsive to the needs of low -income groups in both rural and urban areas. It was 

envisaged that new financial institutions might be created to increase lending 

opportunities. The Tanzania Housing Bank (THB), which was created in 1973 and became 

the sole source of formal housing finance, was only marginally able to lend to low-income 

groups and over the years, lending declined in real terms as both building costs and 

interest rates increased. 

 

However, many people could not fulfill THB requirements for obtaining a loan. In order 

for one to be able to secure loan, THB had to satisfy itself that the borrower could pay 

without undue hardship and that adequate provision existed for the enforcement of the 

payment (HABITAT, 1996). Each construction loan application was supposed to be 

accompanied by a long term Right of Occupancy, and be secured by first mortgage. The 

THB was liquidated effective from August 1995. As a result, there is currently no formal 

source of financing shelter development in Tanzania. The THB, during its lifetime, did not 

play a significant role in the financing of shelter in the country. Many studies show that all 

income groups finance the construction of shelter through their own means. These include 

savings, loans from the extended family and capitalization of assets, employers, and 

cooperative societies. Personal savings however is the major form of financing the 

construction of shelter (Seleki, 2006). 

 

The outcome of these strategies is seen in the large number of uncompleted buildings, 

which are being constructed incrementally as and when funds became available. 

Completing a house, therefore, takes years for majority of builders, a good number of who 

fail completely to complete their buildings, and a good number of who occupy their 
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buildings uncompleted. It is also possible that many would be builders; especially in the 

low income categories simply fail to do so. Slow housing construction adversely affects 

the provision of shelter (e.g. leading to high rents and overcrowding) and puts break on 

development of the construction and building material industries, a major source of 

employment and livelihood for many low income households. The absence of long-term 

finance has adverse effect on the social economic set up of the country. Many people 

aspire to acquire shelter as: a hedge against inflation; a major form of investment; a status 

symbol; a consumer durable; collateral and so on. Without finance, owning decent shelter 

becomes distant dream for many people in low -income brackets (Seleki, 2006). 

 

2.7.1.5 Central Government 

Central governments are supposed to act as facilitators or enablers in the production of 

housing by putting in place relevant policies and legislations. They should also create 

institutional framework, which will facilitate such a process and allocate enough resources 

for the sector in the national budget. Since Tanzania got its independence in 1961 it has 

formulated and implemented a number of policies, which have a bearing on housing 

development. Such policies among others covered urban settlements and shelter 

development; land policy, environmental management, decentralization and city 

management (Governance) 

 

However, the institutional framework within which housing development policies are 

implemented is not very clear. There is complex system of ministries, departments, local 

authorities and parastatal to guide, support and control the development of human 

settlements. These institutions have not been effective in ensuring that, for example, land 

is made available, planning mechanisms guide and control developments in accordance 

with agreed plans, and that finance is available for infrastructure and for individuals 
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wishing to build. There has also been a serious lack of co-ordination between the various 

institutions dealing with human settlements. One unfortunate set back is also that, 

government‘s allocation of the national budget to housing has been generally low and is 

declining. 

 

2.7.1.6 Local Governments 

Local authorities have considerable responsibilities to manage and guide human 

settlements by way of investment or regulation. They are at the local level where main 

activities take place. In Tanzania urban authorities (i.e. town, municipality) were 

reinstated under the 1982 Local Government (Urban Authorities) Act. No. 8, while 

District Authorities or Councils were reinstated under the Local Government (District 

Authorities) Act No.7. Those Acts gave local authorities planning powers over settlements 

within their areas of jurisdiction. However, it is important to note that Local Authorities 

had been abolished in the country since 1972. Therefore from 1972 to 1982 most 

development programmes were centralized being administered by the central government 

through the regions headquarters. The approach of project implementation was most times 

a ―top-down‖ approach. This to a large extent affected the success of development projects 

putting into consideration also that it has been taking time for Local authorities to take 

fully their role in the development of the country. 

 

2.7.1.7 Individual developers 

It is principally now agreed that every person should endeavor to have a shelter which is a 

basic necessity of life. The government will play a facilitating role to enable him achieve 

this noble objective. In most countries, individual housing contributes a big portion of the 

available housing stock. In Tanzania, nearly all housing in the rural areas and at least 90% 

in urban areas are constructed with little or no intervention from the public sector. While 
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individuals are being keen in having shelter, they have faced a number of bottlenecks, 

which need to be addressed namely: Building land not being easily available and Lack of 

affordable building materials, infrastructure services, housing credit facilities, enough 

local authority support and housing development technical assistance (UCLAS, 2004). 

 

2.7.1.8 Private sector 

In many countries the private sector plays an important role in housing development. It 

constructs housing either for sale or rent for different income groups. It also engages in the 

production of building materials and the provision of infrastructure. In Tanzania due to the 

government policy in the past to put more emphasis on the participation of the public 

sector in the economy, the private sector for some time used to play a passive role. This 

passivity also affected the industries that support the development of the housing sector. 

Scarcity and high cost of building materials used to be a common phenomenon. This has 

also curtailed the supply of housing in the market (Seleki, 2006). 

 

2.8 Powers of Local Authorities in Urban Land Development Practices in Tanzania 

Land Ordinance of 1923 cap 113 declares all lands, whether occupied or unoccupied, to be 

public lands with all rights in the same vesting in the President who may dispose off them 

to occupiers by granting them rights of occupancy. The local authorities have the 

following powers under the law:-  

 

The Town and Country Planning Ordinance of 1966 cap 378 applies where land is 

developed without planning consent or contrary to conditions in any planning consent. 

Section 72 empowers the local authority to serve a notice on such developer requiring him 

to discontinue such development and effect alteration or pull down or remove the 

buildings within a specified time of not less than one month. Section 73 makes provision 
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for appeal against the ―demolition order‖ to Town and Country Planning Board 

established under the provisions of section 73. 

 

Under section 74 the local authorities may enter upon the land of any owner who has 

refused or neglected to comply with any notice served above or whose appeal to the board 

has been dismissed, and take steps to affect compliance with the notice by altering the 

building or demolishing it. Those powers of urban authorities, however, are extremely 

inhibited by the extent of control which the central government exercises over their use. 

The urban planning committee deals with allocation of plots, approval of the master and 

land use plans, preparing laws related to urban land development and deals with all 

matters related to land within it jurisdiction (Masawe, 1996). The Townships Ordinance, 

cap101 provides the building rules which empower local authorities to serve a notice and 

on failure to comply with it, enter and demolish the building. Failure to comply with the 

notice is also a breach of rule 12 entitling the local authority to invoke rule 64 which 

makes this breach a criminal offence. Other laws are Land Acquisition Act, No. 47 of 

1967, Trespass Ordinance, Cap 290 and Human Resources Deployment Act, No. 6 of 

1983 (URT, 2002). 

 

These laws and rules are important and provide a framework of the procedures to be used 

by CDA in allocating surveyed building plots to the satisfaction of its customers. They 

also highlight other land use stakeholders who must work together with CDA in ensuring 

effective allocation of surveyed building plots to its differentiated customers. 
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2.9 Theories or Models to Show Development of Urban Centers  

2.9.1 Concentric zones model 

This was introduced by Burgress in1922 by applying Von Thunen‘s concentric ring theory 

to land use in urban settlements. He hypothesized that development of land takes place 

outwards from the central point called Central Business District (CBD) to form a series of 

concentric zones. Therefore, urban land use tends to display a zonal organization 

concentrically arrayed around the centre. The main underlying force in the formation of 

these concentric rings is accessibility. Hence, accessibility, land rents and densities 

decreases with increasing distance from the centre. As such the rings are related to the 

ability to pay rent and the social economic position of individuals. A good example of this 

is observed in Arusha and Moshi (URT, 2005).  

 

2.9.2 The sector model 

This was developed by Homer Hoyt in 1939. This model complements the concentric 

zones model for it gives an additional dimension of direction as well as distance. The 

theory suggests that outward growth of urban settlements from the CBD follows lines of 

transport in the form of sectors rather than concentric zones. It assumes that compatible 

land uses occur adjacent to each other and vice versa. The land use groupings spread out 

from the centre in the form of wedges. Even residential land uses follow a similar pattern 

because it is segregated on the basis of income and social position. Each social/income 

class residential area will form its own wedge. The major factor associated with direction 

and rate of expansion of each sector is accessibility, transport facilities and rent, which 

sub-segregate the sectors in terms of ability to pay. A good example of sector development 

urbanization in Tanzania is Dar es Salaam that develops along its routes like Morogoro 

road, Bagamoyo road, Pugu road and   Kilwa road. In   this respect, planners foresee that 
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in few years to come Dar es Salaam will join with Bagamoyo, Kibaha and Mkuranga in 

Coast Region (URT, 2005). 

 

2.9.3 The Multi- Nuclei Model 

This was developed by Harris and Ullman in 1945. They argued that most large cities do 

not have a single centre (CBD). Instead they contain a number of subsidiary centers whose 

outward growth modifies the pattern of growth from one central nucleus. As such urban 

settlements develop in a cellular structure, from a number of nuclei each with a distinctive 

type of land use. This is quite vivid in cities, which have engulfed a number of small 

settlements in its growth. For example in the case of Dar es Salaam the increase of 

population from about 272,000 in 1972 to about 1.3 million in 1988 and the spread over a 

wide surface area has created Kariakoo, Msasani and Upanga to develop as small nuclei 

for Samora avenue which is regarded as the CBD (URT, 2005). 

 

2.9.4 The Central Place Theory (CPT) 

This was developed by Walter Christaller in 1933. It gives an explanation of the spatial 

structure of central places. The main concern of Christaller was to discover whether there 

were any rules governing the number, distribution and size of human settlements in a 

region. He considered that, whereas central places are located at certain points, customers 

are spatially diffused. He observed that larger sales require a greater number of customers 

and hence a large territory. But distant customers would incur greater transport costs. Thus 

Entrepreneurs in the central places require maximum number of customers while the 

customers strive to minimize the distance/transport costs. Transport  costs are directly 

proportional to distance such that the customer near the centre have the least transport 

costs  leading to a higher demand in terms of quality of goods. This decreases with 

increasing distance until a point is reached beyond which there will be no customers 
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willing to buy goods/services from the central place in question. This point is termed as 

the ―range of the good‖ and the maximum population required to support the given 

good/service in a given central place is called the ―Threshold size‖. Generally, the CPT 

shows that central places exist in a hierarchical order based on the degree of complexity 

and specialization of the functions. So there are lower, low and higher order central places. 

Higher order central places stock a wider range of goods and services than lower classes 

and the number of specialized goods and services increases with the order of the central 

place hierarchy (URT, 2005). 

 

2.10 Conceptual frame work  

The study was guided by the Satisfaction theory. The theory states that sociological and 

economic incentives which include social and psychological factors, relative aspirations 

and individual motivations facilitate customer satisfaction. The model assumes that the 

procedures used by CDA in allocating surveyed building plots significantly influence its 

customer satisfaction.  

 

The conceptual framework is a narrative outline of variables. The types of variables shown 

in the conceptual framework are background variables; independent variables and a 

dependent variable. The variable of primary interest to this study is the dependent variable 

which is customer satisfaction with the procedures used by CDA in allocating surveyed 

building plots. Some of the variables to be studied in an attempt to explain the dependent 

variable are indicated in Figure 3.1 which explains the relationship between the dependent 

variable and independent variables in a clear and simple way. It clearly distinguishes 

different types of variables to be studied and specifies nature of the relationship between 

them where the horizontal arrows indicate the direction of influence of the variables. 
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Figure 2.4: Conceptual Framework  

Source: Constructed by the researcher, 2013 

 

Customer satisfaction with the procedures used by CDA in allocating surveyed building 

plots is assumed to be a function of demand for surveyed building plots (availability of 

surveyed building plots); time taken to get surveyed building plots and associated 

documents (letter of offer, building permit and title deed); CDA – community 

relationship/link; costs involved in securing surveyed building plots; procedures used by 

CDA in upgrading unplanned settlements; and participation of actors (central government, 

local governments, individual settlement developers, private sector and NGOs).  

However, for such variables to operate, mode of administration of the organization, 

service marketing strategies, financing strategies and increasing demand are to be taken 

into considerations. 

 

In view of the reviewed literature, it can be concluded that customer satisfaction is very 

important for sustainability of any organization be it profit or service oriented. Customer 

satisfaction is associated with feelings of acceptance, happiness, relief, excitement, and 
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delight. Customer satisfaction may be affected by such factors as friendly employees, 

courteous employees, knowledgeable employees, helpful employees, accuracy of billing, 

billing timeliness, competitive pricing, service quality, good value, billing clarity and 

quick service. In order to achieve customer satisfaction, organizations must be able to 

satisfy their customer‘s needs and wants. Organizations should always strive to ensure that 

their customers are very satisfied. Therefore, this study noted that; there is a need to assess 

customer satisfaction with the procedures being used by the Capital Development 

Authority (CDA) in allocating surveyed building plots. It is also important to evaluate how 

CDA incorporate this key element of customer satisfaction into its Plans with regard to 

allocation of surveyed building plots.  
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CHAPTER THREE 

RESEARCH METHODOLOGY 

 

3.1 Introduction 

Chapter three  provides  detailed  explanation  on  methods and materials which   were 

used to collect,  analyze  and  present  data.  It describes the study design, sample size, 

sampling techniques and data collection methods. It presents the how and why aspects of 

the study. The section discusses issues related to validity and reliability of the findings. 

 

3.2 Research Design 

The nature of this study is descriptive hence its appropriate research design was cross-

sectional. A cross-sectional research design is the approach that involves asking questions 

to respondents at one point at a time. This design allows an in-depth data collection on 

different groups of respondents at a single point in time. A cross-sectional research design, 

as suggested by Casley and Kumar (1998) and de Vaus (1993), was adopted in this study 

because it is the most appropriate design for descriptive studies like this one that assesses 

customer satisfaction with the procedures used by the Capital Development Authority 

(CDA) in providing surveyed building plots. However, the findings and conclusion of the 

study reflected the opinions and information received from respondents. The study was 

based on the case study of Nkuhungu  and Kisasa areas in Dodoma Municipality. 

 

Business and management research is often a mixture between positivist and interpretivist 

philosophies (Yin, 2003). This study employed mixed research philosophy which 

comprises of the positivism and naturalism (interpretivism) philosophies. This is because 

the study involved both quantitative and qualitative data. Positivism involves the use of 

quantitative tools, techniques that emphasize measuring and counting whereas Naturalism 
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prefer the qualitative tools of observation, questioning, and description (Yin, 2003). With 

positivist approach to research, the study is undertaken, as far as possible, in a value-free 

way. 

 

3.3 The Study Area 

This study was conducted at Nkuhungu and Kisasa areas in Dodoma Municipality. The 

two areas were selected by considering the fact that they are surveyed areas, the 

implication of which the findings of the study would provide a true picture of customers‘ 

satisfaction with procedures being used by CDA in allocating surveyed building plots. 

Dodoma Municipality is within Dodoma region which covers an area of 41,310 km² and 

has 2,083,588 inhabitants of which 1,014,974 are males and 1,068,614 are females (URT, 

2012). Dodoma municipal council has a total number of 410,956 people of which 199,487 

are males and 211,469 are females (URT, 2012). Dodoma Municipality is one of the seven 

administrative districts, which make up Dodoma region. Others are Kondoa, Mpwapwa, 

Kongwa, Chamwino, Bahi and Chemba. It covers an area of 2,669 square kilometers of 

which 625 Square kilometers are urbanized (URT, 2012).  

 

Dodoma Municipality is located centrally 6º.00 North and 6º00 South and Longitude 

35º.30 West and 36º.02 East. It is found between 6000 and 1000 meters above sea level on 

a broad dry upland plateau. The annual average rainfall ranges between 550-600mm. 

Dodoma Municipality enjoys  a hot dry climate with minimum annual average 

temperatures of 10ºC to12ºC  during the cool dry season in June - July and maximum 

annual average temperature varying from 20ºC to 24ºC during hot season in October – 

November (Dodoma profile, 2003). 
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The Tanzania Human Population Census of 2012 shows that Dodoma Municipality had a 

population of 410,956 people of which 199,487 (48.5%) are males and 211,469 (51.5%) 

are females with the average population growth rate of 2.3%. In suburban areas there are 

221,056 people and 189,900 people are in urban areas. About 129,738 people were living 

in unplanned settlements. The Estimated total number of households is 453,844 with an 

average household size of 4 people. 

 

3.4 Sampling Plan 

3.4.1 Sampling Frame 

The sampling frame was all CDA individual customers who have secured surveyed 

building plots, those who have applied for surveyed building plots and prospective 

customers at Nkuhungu and Kisasa areas in Dodoma Municipality. These were expected 

to give appropriate/relevant information on customer satisfactions about the procedures 

used by CDA in allocating surveyed building plots. 

 

3.4.2 Sample size 

According to Cohen (2004), the knowledge gained from the sample is representative of the 

total population under study. According to Hay (2005), for a sample to be representative 

of the studied population in social science studies, it should at least constitute 0.5% of the 

total population. With this regard, the researcher took into consideration the findings of 

Hay whereby a sample size of 0.5% of the total population in Nkuhungu and Kisasa areas 

was selected. This percentage was preferred by the researcher because the population was 

significantly large. Since an understanding of the phenomena depends on the appropriate 

choice of the cases in alignment with the research design, a sample of 70 respondents was 

selected for the study. This sample size was preferred by the researcher so as to ensure 

rational representation of CDA‘s customers and simplify comparison. Also, respondents 
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were expected to give relatively similar responses with regard to procedures of allocating 

surveyed building plots as they are all customers of the same organization which is CDA. 

This sample size also facilitated easy manageability of the study by the researcher.  

 

The study mainly focused on customers of CDA in respect to surveyed building plots 

categorized in differentiated socio-economic activities, gender and location. A total of 70 

respondents were selected among which 60 were individual customers of CDA in different 

categories as shown in table 3.1. The remaining 10 respondents were key informants from 

WEO‘s offices, HABITAT-Dodoma branch and CDA‘s offices particularly the planning 

and research department. The key informants assisted in supplementing and enriching 

information collected by questionnaires from respondents. 

Table 3.1: Categories and distribution of respondents 

Category of respondents Men Women Total 

Individual customers who have secured surveyed building 

plots 

10 10 20 

Individual customers who have applied for surveyed plots 10 10 20 

Individual potential/prospective customers of surveyed 

plots 

10 10 20 

Mitaa chairpersons  01 01 02 

Experts from CDA 03 02 05 

Experts from HABITAT-Dodoma branch 02 01 03 

Total 36 34 70 

Source: Field data, 2013. 

 

3.4.3 Sampling methods and procedures 

Sampling is defined as a selection of subset of elements from a larger group of objects 

(Churchill and Laccobucci, 2002). Simple random sampling as a probability sampling 

method was used to obtain respondents from CDA customers. This method was used 

because it gives equal chance to CDA customers to be involved in the study hence, 
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reduced bias in sampling. Based on the sampling frame, customers were identified by 

numbers and a number was selected without repetition and the name of respondent 

corresponding to the number was doted down. Purposive sampling as a non-probability 

sampling method was used to obtain key informants from WEO‘s offices, HABITAT-

Dodoma branch and CDA‘s offices particularly the planning and research department. 

These identified groups of key informants were perceived by the researcher to have vast 

information related to customers satisfaction by virtue of their responsibilities and 

functions. 

 

3.5 Data Types  

Both primary and secondary data were collected to meet study objectives. Primary data 

were obtained directly from respondents in the study area. Secondary data were obtained 

from both published and unpublished documents such as reports, censuses, newspapers, 

books, pamphlets, journals and other electronic sources. Data related to compensation 

procedures in case of demolitions, costs involved in securing surveyed building plots, 

extent of community participation in CDA‘s efforts of allocating surveyed building plots 

and time taken in securing offers, title deeds and building permits were collected. 

 

3.6 Data Collection Methods 

Different methods were applied in order to increase the reliability of the collected data. 

According to Fontana and Frey (2005), the use of different methods known as 

―triangulation‖ minimizes the possibility of making erroneous conclusion and increases 

the credibility of the findings. The study involved use of different data collection methods 

to ensure accuracy and validate collected data. Using more than one data collection 

method enabled to combine strengths and rectify some of the weaknesses of using only 

one data collection method. Quantitative and qualitative data were collected during the 
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study.  Several methods: interviews, questionnaires and documentary reviews were used in 

data collection. The details on data collection methods are given below: - 

 

3.6.1 Documentary Review 

Documentary review method was used to collect secondary data. Under this, the 

researcher carefully read some of the current published and unpublished materials/ 

documents like official reports, books, newspapers, pamphlets, journals and few files as 

well as internet search engines. These documents were largely obtained from CDA‘s 

library, WEO‘s offices, HABITAT-Dodoma branch and CDA‘s offices particularly the 

planning and research department. 

 

3.6.2 Questionnaires 

The semi-structured questionnaire (having both open and close ended questions) was 

designed and pre-tested prior to its administration for the purpose of checking its 

reliability and validity and making necessary rectifications. Based on different CDA‘s 

customers indicated in Table 3.1, a total of 60 pre-designed questionnaires were 

distributed to respondents to obtain more detail with regard to customer satisfaction with 

the procedures used by the Capital Development Authority (CDA) in allocating surveyed 

building plots. Pre-designed Questionnaires comprising open and closed questions were 

used in collecting data from sampled respondents as it allowed free responses from 

respondents and call for short check-mark responses. The questionnaires covered two 

aspects which were demographic aspects (age, sex, occupation, marital status and 

education level of the respondents), and questions related to customer satisfaction with the 

procedures used by CDA in allocating surveyed building plots. The researcher made some 

appointment with the respondents on the agreed dates to collect the questionnaires. The 
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purpose of using this approach was to allow respondents to express their views 

independently hence maintaining free expression of views.  

 

3.6.3 Key Informants Interviews  

This is the verbal face-to-face interaction between the researcher and respondent. In this 

study, the researcher conducted 10 semi-structured interviews with 10 key informants 

specified in Table 3.1. Semi-structured interviews were preferred by the researcher as this 

enabled the researcher not to repeat asking the questions already answered by the 

respondent when explaining issues asked. The semi-structured interview mainly involved 

soliciting demographic information from key informants and inviting free and open 

discussion. The researcher used checklist in conducting interviews to simplify the 

discussion and save time. Some statements were provided to respondents in the form of 

Likert Scale in order for them to agree or disagree with the statement. Interview was 

chosen due to its strength of capturing empirical data in both formal and informal  settings. 

 

3.7 Data Processing, Analysis and Presentation 

Data were analyzed using both quantitative and qualitative techniques. Subsequently, the 

responses from the questionnaires were coded, summarized and analyzed using the 

Statistical Package for Social Sciences (SPSS) version 16.1. Questionnaires were coded 

and templates created. Data were then entered into the SPSS spread sheet following the 

developed codes or format. The SPSS program was appropriate since it has features that 

can accommodate the categorical variables; and can perform all the statistical tests and the 

classification analysis required in this study making it compatible to the data and problem 

in questions. It was a more user friendly program. After data entry was complete, data 

were cleaned and verified prior to analysis.  
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Descriptive analysis and cross tabulations were conducted basing on data that were 

collected from primary and secondary sources. The analysis involved computation of 

frequencies (numbers and percentages) of the distributions. Qualitative data obtained 

through interviews and FGD were analyzed by using content analysis method. The 

analysis involved examination of the causal-effect relationship between the dependent 

variable and independent variables. A linear multiple regression analysis was run to detect 

the combined effect of CDA‘s procedures in allocating surveyed building plots on customer 

satisfaction. The results of data analysis were presented in descriptive forms such as tables 

and statistical charts so as to simplify interpretation of the findings. 

 

.8 Validity and Reliability of methods and data 

3.8.1 Validity 

Validity refers to universal laws, evidence, objectivity, truth, actuality, deduction, reason, 

fact and mathematical data to name just a few (Winter, 2000). Validity determines 

whether the research truly measures that which it was intended to measure or how truthful 

the research results are. It refers to whether the means of measurement are accurate and 

whether they are actually measuring what they are intended to measure. To ensure validity 

of the data, triangulation of methods were used in sampling and effective data collection. 

This means that simple random and purposive sampling methods were used for sampling 

while documentary review, questionnaires and key informant interviews were used in data 

collection. Use of triangulation helped to demonstrate validity and open up new 

perspective about the topic under investigation.  

 

3.8.2 Reliability 

Joppe (2000) defines reliability as the extent to which results are consistent over time and 

an accurate representation of the total population under study. If the results of a study can 
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be reproduced under a similar methodology, then the research instrument is considered to 

be reliable. This refers to the consistence with which repeated measures produce the same 

results across time and across observers (Patton, 2002). Mutai (2000) defined reliability as 

how consistent a research procedure or instrument is. Therefore, reliability implies 

stability or dependability of an instrument or procedure in order to obtain information. To 

ensure reliability of methods for data collection and analysis, pre-testing was conducted to 

ten (10) respondents before actual data collection. 

 

3.9 Ethical Consideration 

The consent of the respondents was sought before involving them in the research. This 

included briefing the respondents about the research objectives and how they were going 

to benefit from the research. The respondents were assured about the degree of 

confidentiality in the information gathered from them. Studying about customer 

satisfaction was sensitive; the interview with each of the key informants was done in 

places where no other people heard and followed the discussion. The researcher was 

honest in seeking free consent from the respondents and did not make any promises or 

guarantee any assistance resulting from their cooperation. Photos and narrations from 

respondents were used only for the purpose of this study. In case any respondent felt 

uneasy and wanted to withdraw from the research, was granted chance of withdrawing and 

the vacancy was replaced by another person. Respective local government authorities 

within which the study was conducted were consulted for permission prior the study was 

conducted.  

 

Generally, ethical considerations were highly observed during the whole process of the 

research. Some ethical issues were related to human rights, national policies, all rules and 

regulations as well as physical accessibility and accessibility to data sources. The 
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following ethical issues were kept under consideration during the research process and 

aftermaths: - 

 The purpose of study was made clear and simple to be easily understood by the readers 

as well as the respondents to avoid any ambiguity at any end.  

 Precisely yet comprehensive information was provided to respondents in order to 

make them clear about all aspects, objectives and outcomes of the research 

 Mutual consent form and permission letter dually signed by both the researcher and 

the respondent were made available.  

 Protection of the information gathered from respondent to avoid any harmful 

consequences for them was guaranteed. 

 The privacy of the participants was protected to the maximum extent allowable by law.  
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CHAPTER FOUR 

RESULTS AND DISCUSSION 

 

4.1 Introduction  

Chapter four presents the research findings accompanied by an analysis of the data 

collected with respect to customer satisfaction with the procedures used by the Capital 

Development Authority (CDA) in allocating surveyed building plots in Dodoma 

Municipality. The analysis and discussion of the findings of this study was guided by the 

research questions. The chapter is organized into five sections. Section one presents the 

characteristics of respondents, section two addresses the procedures used by CDA in 

allocating surveyed building plots to its customers, section three dwells on the assessment 

of the extent of customer satisfaction with CDA‘s procedures of allocating surveyed 

building plots, section four identifies the factors affecting customer satisfaction with 

CDA‘s procedures of allocating surveyed building plots and the last section propose 

factors likely to promote customer satisfaction with CDA‘s procedures of allocating 

surveyed building plots. 

 

4.2 Characteristics of Respondents 

The study was conducted in a manner that both men and women of different age, 

education background, marital status, occupation, income levels, household size and asset 

ownership were considered by for the study. This had a bearing on the nature and quality 

of information received. For example, respondents used their educational skills to give 

relevant data with regard to customer satisfaction with the procedures used by the Capital 

Development Authority (CDA) in allocating surveyed building plots in Dodoma 

municipality. The income levels, asset ownership and household size are the key 
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determinants of ability and willingness of customers of CDA to demand and pay for the 

surveyed building plots. 

 

4.2.1 Gender of the respondents  

The researcher considered gender of the respondents as one of the study variables because 

of the fact that it is directly linked to the study topic. This means that availability and 

affordability of surveyed building plots affects both male and female individuals in the 

community including those in the disadvantaged or vulnerable groups. Table 4.1 shows 

distribution of sample respondents who involved in the study by gender.   

Table 4.1: Gender of the respondents by area or street (%) 

Sex 

  

Area or Street Total  

  Nkuhungu  Kisasa  

Male 25.0 (15) 25.0 (15) 50.0 (30) 

Female 25.0 (15) 25.0 (15) 50.0 (30) 

Total 50.0 (30) 50.0 (30) 100.0 (60) 

Figures in parentheses are the number of respondents  

Source: Field data, 2013. 

 

Among 60 respondents who were randomly interviewed, 50% were male and 50% were 

female. Randomization was done purposely to ensure proportionate representation of 

respondents by gender. The findings imply that male and female are both beneficiaries and 

victims of availability of surveyed building plots who need to be integrated into CDA‘s 

initiatives of allocating surveyed building plots.  
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4.2.2 Age of the respondents  

Age consideration of the respondent was an important variable of this study. The age 

respondents ranged from 18 years to 60 years as indicated in table 4.2. 

Table 4.2: Age of the respondents by area or street (%) 

Age group (Years) 

  

Area or Street Total  

  Nkuhungu  Kisasa  

Between 18-30 years 6.7 (4) 8.3 (5) 15.0 (9) 

Between 31-45 years 21.7 (13) 26.7 (16) 48.3 (29) 

Between 46-60 years 21.7 (13) 15.0 (9) 36.7 (22) 

Total 50.0 (30) 50.0 (30) 100.0 (60) 

Source: Field data, 2013. 

 

Proportion-wise, most of the respondents (48.3%) were in the age group of 31-45 years. 

These findings show that all respondents were old enough to provide valid information 

regarding the procedures being used by CDA in allocating surveyed building plots to its 

customers. The findings that majority of the respondents in the study area were aged 31-45 

years may be partly due to the fact that this age group is economically active hence they 

are the potential seekers of surveyed building plots from CDA. The findings also suggest 

that majority of the sample respondents in the study area were of economically productive 

age who struggles for better life. These findings support the idea that relevant and valid 

data were collected since individuals are perceived to be intellectually and socially 

experienced and responsible.  

 

4.2.3 Education status of the respondents 

 Education level of an individual is important as it signifies the ability of the respondent to 

analyze issues related to different life aspects. Respondents were asked to mention their 

levels of education and their responses are as summarized in table 4.3.   
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Table 4.3: Education status of the respondents by area or street (%) 

Highest education level  Area or Street Total  

  Nkuhungu  Kisasa  

Primary education 10.0 (6) 5.0 (3) 15.0 (9) 

Secondary, O- level, form 1-4 5.0 (3) 1.7 (1) 6.7 (4) 

Secondary, A - level, form 5-6 15.0 (9) 11.7 (7) 26.7 (16) 

Diploma education 6.7 (4) 18.3 (11) 25.0 (15) 

University education 13.3 (8) 13.3 (8) 26.7 (16) 

Total 50.0 (30) 50.0 (30) 100.0 (60) 

Figures in parentheses are the number of respondents  

Source: Field data, 2013. 

 

The overall results in table 4.3 also indicate that most of the sample respondents (26.7%) 

had attained secondary education. The fact that sample respondents were urban residents 

implies that they were not constrained by education and therefore, they could critically 

give their opinions on the procedures used by Capital Development Authority (CDA) to 

allocate surveyed building plots in Dodoma municipality, Ceteris paribus. These findings 

suggest that having respondents all with formal education may imply greater knowledge 

and capacity to analyze issues regarding customer satisfaction with procedures used by 

Capital Development Authority (CDA) to allocate surveyed building plots in Dodoma 

municipality. 

  

4.2.4 Marital status of the respondents 

Marital status of the respondents was also a study variable as it is directly linked to the 

study topic. This means that both married and non-married individuals need surveyed 

building plots. Also, marital status is the determinant of the household size hence the 

amount of surveyed building plots required. Table 4.4 shows distribution of sample 

respondents by marital status.   
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Table 4.4: Marital status of the respondents by area or street (%) 

Marital Status 

  

Area or Street Total  

  Nkuhungu  Kisasa  

Single 5.0 (3) 6.7 (4) 11.7 (7) 

Married 33.3 (20) 36.7 (22) 70.0 (42) 

Widowed 6.7 (4) 3.3 (2) 10.0 (6) 

Divorced 5.0 (3) 3.3 (2) 8.3 (5) 

Total 50.0 (30) 50.0 (30) 100.0 (60) 

Figures in parentheses are the number of respondents  

Source: Field data, 2013. 

 

 

The findings in table 4.4 show that across all the sample areas/streets, most of the 

respondents were married accounting to an overall of 70%. Having a large number of 

respondent who are married may suggest the increased responsibility of the household 

head including provision of good shelter to the family which necessitate the need for 

surveyed building plots from CDA.  

 

4.2.5 Occupation of the respondents 

The statistics in table 4.5 reveal that respondents‘ occupations are mainly skewed to civil 

servicing (80%) and business (16.7%) operating on small scale for subsistence. A total of 

2 respondents across the study areas were retired officers who do not receive pensions. 
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Table 4.5: Main sources and average monthly income levels of respondents (%) 

Occupation  Area or Street Total  

  Nkuhungu  Kisasa  

Civil servant 38.3 (23) 41.7 (25) 80.0 (48) 

Businessman/woman 10.0 (6) 6.7 (4) 16.7 (10) 

Retired officer without pension 1.7 (1) 1.7 (1) 3.3 (2) 

Total 50.0 (30) 50.0 (30) 100.0 (60) 

    

Main source of income    

Formal employment 11.7 (7) 6.7 (4) 18.3 (11) 

Business 8.3 (5) 6.7 (4) 15.0 (9) 

Formal employment and  Business 26.7 (16) 35.0 (21) 61.7 (37) 

Business and Farming 3.3 (2) 1.7 (1) 5.0 (3) 

Total 50.0 (30) 50.0 (30) 100.0 (60) 

    

Average monthly income    

Between Tshs. 201,000/= and 

300,000/= 

10.0 (6) 5.0 (3) 15.0 (9) 

Above Tshs. 300,000/= 40.0 (24) 45.0 (27) 85.0 (51) 

Total 50.0 (30) 50.0 (30) 100.0 (60) 

Figures in parentheses are the number of respondents  

Source: Field data, 2013. 

 

The findings in table 4.5 imply that majority of respondents in the study area have low 

incomes the factor that may limit their purchasing power of surveyed building plots from 

CDA. These findings suggest that income differentials between CDA‘s customers may 

significantly influence accessibility to and secure of surveyed building plots thereby 

facilitating multi-practices such as corruption in getting surveyed building plots. These 

findings are supported by Seleki (2006) who argued that multi-practices such as corruption 

in getting services occurs as there are income differentials among various groups within 

communities resulting from different income-earning opportunities. 
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4.2.6 Household size of the respondents 

The statistics in table 4.6 reveal that majority (41.7%) of the overall sample respondents 

have small sized households each with 1 - 4 persons. This may be probably to their 

awareness on family planning issues resulting from the fact that majority are educated. It 

may also be a result of the urban nature of their residents the environment that forces them 

to have limited number of household members affordable in terms of social services or 

demands. The statistics in table 4.6 suggest the general comments that there is population 

growth which lead to increased demand for surveyed building plots and hence settlements 

expansion.   

Table 4.6: Household size of the respondents by area or street (%) 

Household size of  the 

respondent 

Area or Street Total  

  Nkuhungu  Kisasa  

Small size (1- 4 Persons) 20.0 (12) 21.7 (13) 41.7 (25) 

Medium size (5 - 8 Persons) 15.0 (9) 21.7 (13) 36.7 (22) 

Large size (More than 12 

Persons) 

15.0 (9) 6.7 (4) 21.7 (13) 

Total 50.0 (30) 50.0 (30) 100.0 (60) 

Figures in parentheses are the number of respondents  

Source: Field data, 2013. 

 

 

4.2.7 Asset Ownership by the Respondents 

The statistics in figure 4.1 show that respondents in the study area own different assets 

such as radios, televisions, furniture, bicycles, cooking stoves, refrigerators, motorcycles  

and motor vehicles. However, these findings suggest a decreasing trend in the proportion 

of respondents owning radios (81.3%) all through to the proportion of respondents owning 

motor vehicles (13.3%). This may probably be attributed to associated relatively 

increasing costs of purchasing such particular assets reflected in the ability and willingness 

of the respondents to pay for the assets. 
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Figure 4.1: Asset ownership by the Respondents  

Source: Field data, 2013. 

 

The study also found that asset ownership by the respondents is influenced by the 

reliability of the sources of income to purchase the assets. Generally, the findings in figure 

4.1 suggest that customer‘s willingness and ability to pay for the surveyed building plots is 

strongly influenced by the amount of assets owned and their income levels. This means 

that people with more assets and high income level have high purchasing power and are 

easily accessed to surveyed building plots from CDA.  

 

4.3 Procedures used by CDA in Allocating Surveyed Building Plots to Customers 

The first specific objective of this study was to identify the procedures of CDA in 

allocating or leasing surveyed plots. The researcher examined the procedures used by 

CDA in allocating/leasing surveyed build plots. The variables used to guide the study were 

procedures required securing surveyed building plots, procedures for granting building 

permits, time taken between plot request by customers and grant of building permit by 

CDA: costs involved in securing surveyed building plots and customers‘ suggestions on 

compensation procedures. 
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4.3.1 Procedures required securing surveyed building plots 

Table 4.7 shows that majority of overall sample respondents (58.3%) were not aware of 

the procedures required in securing surveyed building plots from CDA. The procedure of 

getting a plot for building is not streamlined. Many developers do not really know clearly 

how they can get land for building purposes. The process is not transparent either. This 

may partly be attributed to absence of a clear communication system of CDA and its 

customers. 

Table 4.7: Awareness on procedures to secure surveyed building plots (%) 

Variable  Area or Street Total  

  Nkuhungu  Kisasa  

Yes 16.7 (10) 25.0 (15) 41.7 (25) 

No 33.3 (20) 25.0 (15) 58.3 (35) 

Total 50.0 (30) 50.0 (30) 100.0 (60) 

Figures in parentheses are the number of respondents  

Source: Field data, 2013. 

 

However, the results in table 4.7 reveal that some respondents (41.7%) demonstrated 

significant knowledge on procedures required in securing surveyed building plots from 

CDA. It was revealed that the procedures involve granting of an offer, building permit, 

development of a plot and finally granting of title deeds. Key informants from CDA 

disclosed that an offer for a surveyed building plot is constituted when the customer fulfils 

certain conditions which include writing a request letter for the plot; payment of the 

application fee (now is about Tshs. 80,000/= across all the categories of customers of 

CDA); payment for the letter of offer the amount of which depends on the size of the plot; 

and payment of the premium (fees paid for installation of infrastructures such as 

roads/pathways, culverts and bridges) the amount of which depends on the size of the plot. 

The study found that after the offer is granted procedures to obtain building permit 

commences by preparation of drawings and searching as well as scrutinizing the fees paid 
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by customers. At this stage development of the plot may start as the customer has full 

ownership of the plot.   

 

The study found that the next step is for the customer to acquire the title deed (certificate 

of occupancy) which is granted by the registrar of titles. This step is optional to customers 

which means that customers may wish or not to apply for the certificate of occupancy. If 

the customer wishes to get title deed he/she must submit certain documents to the registrar 

of titles for verification of ownership of the plot and payments made. Such documents 

include letter of an offer and receipts of all payments made in relation to letter of offer 

granted. Thereafter, the office for preparation of deeds seeks advice from the office of 

lands and the title deed is prepared, signed, stamped and granted to the customer. The 

process and time taken in acquiring title deed (certificate of occupancy) is as indicated in 

appendix 3 of this document.  

 

Responding on the effectiveness of the procedures used by CDA in allocating surveyed 

building plots to its customers, majority (58.3%) of the respondents were of the opinion 

that such procedures are poor as indicated in table 4.8. 
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Table 4.8: Effectiveness of procedures used to allocate surveyed building plots 

Variable  Area or Street Total  

  Nkuhungu  Kisasa  

Satisfactory 20.0 (12) 15.0 (9) 35.0 (21) 

Poor 26.7 (16) 31.7 (19) 58.3 (35) 

Very poor 3.3 (2) 3.3 (2) 6.7 (4) 

Total 50.0 (30) 50.0 (30) 100.0 (60) 

    

Reasons of customer dissatisfaction with 

the procedures used by CDA to allocate 

surveyed building plots 

   

CDA's bureaucratic procedures in allocating 

surveyed plots 

11.7 (7) 13.3 (8) 25.0 (15) 

Scarcity of surveyed plots due to CDA's 

delays 

15.0 (9) 11.7 (7) 26.7 (16) 

High costs of obtaining surveyed building 

plots 

3.3 (2) 3.3 (2) 6.7 (4) 

Corruption in allocating surveyed building 

plots 

13.3 (8) 16.7 (10) 30.0 (18) 

CDA's unfair treatment of the people on 

building plots 

6.7 (4) 5.0 (3) 11.7 (7) 

Total 50.0 (30) 50.0 (30) 100.0 (60) 

 Figures in parentheses are the number of respondents  

Source: Field data, 2013. 

 

The findings in table 4.8 suggest that customers are not satisfied with the procedures used 

by CDA in allocating surveyed building plots. The reasons identified by respondents for 

their dissatisfaction include CDA's bureaucratic procedures in allocating surveyed plots; 

scarcity of surveyed plots due to CDA's delays; high costs of obtaining surveyed building 

plots; CDA's unfair treatment of the customers on building plots; and corruption in 

allocating surveyed building plots. 
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4.3.2 Time taken between plot request and grant of building permit 

Table 4.9 provides some convincing evidence that most customers take long time to 

legally secure surveyed building plots and the associated documents.  For example, about 

90% of respondents contended that it takes more than twelve months to secure title deeds 

(certificate of occupancy of land) instead of three months (90 days) as stipulated in the Land 

Act No. 4 of 1999 and in the Human Settlements Policy of 2002. About 11.1% of 

respondents contended to have not been granted title deeds since the survey of their plots 

in the year 2005.  

Table 4.9: Time taken in getting relevant documents from CDA (%) 

Requirement Time  

Short 

(within 1 month) 

Average 

(2-12 months) 

Long 

(over 12 months) 

Letter of an offer 40.0 (24) 15.0 (9) 45.0 (27) 

Building permits 25.0 (15) 30.0 (18) 55.0 (33) 

Title deed (certificate of 

occupancy of land) 

Nil 55.0 (33) 90.0 (54) 

Figures in parentheses are the number of respondents  

Source: Field data, 2013. 

 

It was found that process of getting surveyed building plots from CDA takes long time and 

is done in a corrupt environment. The long and unnecessary bureaucratic procedures of 

CDA in allocating surveyed building plots lead to corruption and customers loosing trust 

towards CDA officials. For example, it was revealed that in surveying building plots, 

CDA officials particularly surveyors withhold (self occupy) not less than 5 building plots 

each and sell them to needy people at higher costs using agents for personal gain. This 

argument is also supported by Appendix 4 of this document as found by Joy Nyabongo in 

her research on CDA‘s operations (cited from Nipashe news paper of Thursday, July 10, 

2008).  
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4.3.3 Costs involved in securing surveyed building plots 

The study found that CDA obtain funds to cater for plot surveying costs from its 

customers‘ contributions and development funds from the central government. Sometimes 

the government funds for plots surveying is insufficiently supplied to CDA as a result of 

the deficit budget. This also contributes to scarcity of surveyed building plots. It was 

found that amount of costs to acquire surveyed building plots from CDA varies across 

different categories of its customers as indicated in table 4.10.  

Table 4.10: Costs to acquire surveyed building plots across categories of customers 

Category of CDA’s customers Costs (Tshs) 

Individual customers who are owners of big business ventures 15,000/= per m
2
 

Individual customers who are low income  earners 5,000/= per m
2
 

Individual customers who are high income earners 5,000/= per m
2
 

Individual customers who are government employees 5,000/= per m
2
 

Individual customers who are private sector employees 5,000/= per m
2
 

Customers who are institutions (religious, education, etc.)  4,500/= per m
2
 

Source: CDA – Land surveying Office, 2013. 

 

The statistics in table 4.10 indicate that customers of CDA who are institutions (religious, 

education, etc.) pay relatively low costs to obtain surveyed building plots as compared to 

the other categories. This is due to the fact that such institutions are exempted from certain 

costs since they intend to provide socio-economic services to the community and are 

subsidized by the central government. The fees charged in allocation of surveyed building 

plots according to size of the plots were found to be the same as indicated in table 4.11. 
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Table 4.11: Fees (Tshs) charged in allocation of a surveyed building plot as at 2012 

Charge category High 

Density 

(288–600m²) 

Medium 

Density 

(601–1400 m²) 

Low 

Density 

(1500 m²) 

Survey fees 35/= per m
2
 35/= per m

2
 35/= per m

2
 

Fees for deed plans 6,000/=  6,000/= 6,000/= 

Land rent and service charge, 1 yr 25/= per m
2
 25/= per m

2
 25/= per m

2
 

Source: CDA – Land surveying Office, 2013. 

 

However, it was generally found that the legal costs for obtaining surveyed building plots 

ranges from Tshs. 3,500,000/= to Tshs. 5,000,000/= for high density (288–600m²) and low 

density (1500 m²) plots respectively. The findings on the costs of obtaining surveyed 

building plots were supported by respondents‘ views majority of whom (75%) perceived 

such costs as too high for significant proportion of customers to afford as indicated in 

table 4.12. 

Table 4.12: Views on costs of acquiring surveyed building plots from CDA 

Variable  Area or Street Total  

  Nkuhungu  Kisasa  

Too high 40.0 (24) 35.0 (21) 75.0 (45) 

Reasonable 10.0 (6) 15.0 (9) 25.0 (15) 

Total 50.0 (30) 50.0 (30) 100.0 (60) 

Figures in parentheses are the number of respondents  

Source: Field data, 2013. 

 

The findings of the study revealed that due to unnecessary bureaucratic procedures of 

CDA and scarcity of surveyed building plots coupled with high costs to secure surveyed 

building plots which sometimes go into the hands of CDA officials as individuals through 

corruption leads to dissatisfaction of customers about the procedures used by CDA in 

allocating surveyed building plots. As a coping strategy on the difficulties in securing 
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surveyed building plots, customers opt for unsurveyed areas so long they are available 

with expectations that through settlements upgrading can easily secure surveyed building 

plots. For example, it was revealed that due to bureaucratic procedures of CDA in 

allocating surveyed building plots, customers have decided to look for unsurveyed areas 

and buy them as farms for about Tshs. 250,000/= each and build houses which cost at least 

Tshs. 500,000/= each. Generally, the procedures used by CDA in allocating surveyed 

building plots to its customers are long consuming significant time of its customers, 

associated by unnecessary bureaucracy and corruption as well as more costly. These 

findings are similar to what was revealed by Seleki (2006) who contended that the process 

of acquiring a building plot and a building permit takes very long time and in most times it 

is discouraging to customers. Similarly getting a title is costly and tiresome. 

 

4.3.4 Customers’ suggestions on compensation procedures 

The statistics in table 4.13 show that majority (53.3%) of respondents has witnessed 

settlements demolitions by CDA officials during the process of settlements upgrading. 

Such demolitions occurred in areas of Chang‘ombe, Mailimbili, Mnadani, Oysterbay and 

Nkuhungu in the year 2009 as well as Njedengwa area in the year 2011. 
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Table 4.13: Demolition during upgrading of unplanned settlements by CDA (%) 

Variable  Area or Street Total  

  Nkuhungu  Kisasa  

Whether the respondent has witnessed any 

demolition 

   

Yes 30.0 (18) 23.3 (14) 53.3 (32) 

No 20.0 (12) 26.7 (16) 46.7 (28) 

Total 50.0 (30) 50.0 (30) 100.0 (60) 

    

Place where and when demolition occurred    

Chang‘ombe in the year 2009 53.1 (17) 37.5 (12) 90.6 (29) 

Mailimbili and Mnadani in the year 2009 40.6 (13) 34.4 (11) 75.0 (24) 

Oysterbay in the year 2009 43.8 (14) 31.3 (10) 75.0 (24) 

Nkuhungu in the year 2009 40.6 (13) 34.4 (11) 75.0 (24) 

Njedengwa in the year 2011 50.0 (16) 34.4 (11) 84.4 (27) 

Figures in parentheses are the number of respondents  

Source: Field data, 2013. 

 

However, significant proportion (62.1%) of the overall sample respondents reveled that 

there was some compensations for such demolitions. In most cases, the compensations 

given to the victims of demolition by CDA are in terms of alternative surveyed building 

plots as mentioned by 77.8% of the overall sample respondents. About 75% of the 

respondents ranked the compensations provided to the victims of demolitions as being 

satisfactory whereas the rest 25% perceived such compensations as being poor (table 

4.14). This was probably due to the fewer amounts of such compensations provided as 

compared to the market value of the land taken and developed infrastructures demolished 

based on the statutory requirements. 
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Table 4.14: Compensation for settlements demolition (%) 

Variable  Area or Street Total  

  Nkuhungu  Kisasa  

Whether there was any compensation for 

the demolition 

   

Yes 31.0 (18) 31.0 (18) 62.1 (36) 

No 19.0 (11) 19.0 (11) 37.9 (22) 

Total 50.0 (29) 50.0 (29) 100.0 (58) 

    

Respondent's opinion on the adequacy of 

the compensation provided in relation to 

compensation policy in Tanzania 

   

Satisfactory 36.1 (13) 38.9 (14) 75.0 (27) 

Poor 13.9 (5) 11.1 (4) 25.0 (9) 

Total 50.0 (18) 50.0 (18) 100.0 (36) 

    

Terms in which the compensation was 

given during demolition 

   

Alternative surveyed building plot 38.9 (14) 38.9 (14) 77.8 (28) 

Monetary value 8.3 (3) 5.6 (2) 13.9 (5) 

Both alternative surveyed building plot and 

monetary value 

2.8 (1) 5.6 (2) 8.3 (3) 

Total 50.0 (18) 50.0 (18) 100.0 (36) 

Figures in parentheses are the number of respondents  

Source: Field data, 2013. 

 

The study also found that some compensation for demotions are given to victims in 

monetary terms the amount of which ranges from Tshs. 3,500,000/= (lowest amount) to 

Tshs 25,000,000/= (highest amount). The lowest average amount of compensation was 

found to be Tshs 4,000,000/= for lands with mud walled and grass/mud thatched houses 

whereas the highest average amount is Tshs. 20,000,000/= for lands with cement walled 

and corrugated iron sheets/asbestos roofed houses as given by 53.3% and 91.7% of the 
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overall sample respondents respectively as indicated in table 4.15. Generally, the study 

findings suggest that customers are dissatisfied with compensations provided by CDA to 

victims of demolitions during settlements upgrading the fact that reduce trust on CDA 

officials. 

Table 4.15: Monetary value (Tshs) of compensation to victims of demolition (%) 

Variable  Area or Street Total  

  Nkuhungu  Kisasa  

The lowest average amount (Tshs) of 

compensation 

   

Tshs 3,500,000/= 5.0 (3) 3.3 (2) 8.3 (5) 

Tshs 4,000,000/= 25.0 (15) 28.3 (17) 53.3 (32) 

Tshs 4,500,000/= 11.7 (7) 13.3 (8) 25.0 (15) 

Tshs 5,000,000/= 8.3 (5) 5.0 (3) 13.3 (8) 

Total 50.0 (30) 50.0 (30) 100.0 (60) 

    

The highest average amount (Tshs) of 

compensation 

   

Tshs 20,000,000/= 45.0 (27) 46.7 (28) 91.7 (55) 

Tshs 25,000,000/= 5.0 (3) 3.3 (2) 8.3 (5) 

Total 50.0 (30) 50.0 (30) 100.0 (60) 

Figures in parentheses are the number of respondents  

Source: Field data, 2013. 

 

4.4 Factors Affecting Customer Satisfaction with CDA’s Procedures in Allocating 

Surveyed Building Plots 

This was the third specific objective of the study. To this effect the study focused on 

demand against supply of surveyed building plots; number of applications against number 

of surveyed building plots year 2009-2011; and CDA – community relationship/link. 
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4.4.1 Demand against Supply of surveyed building plots in Dodoma Municipality 

It was found that CDA officials survey only few building plots as compared to 

applications they received (demand). The study found that CDA official survey inadequate 

building plots to cater for the demand as given by 80% of the overall sample respondents 

as shown in table 4.16. About 76.7% of the overall sample respondents disclosed that 

surveyed building plots are difficultly available whereas the rest 23.3% were of the view 

that such plots are most difficultly available. These findings suggest that the quantity of 

surveyed building plots supplied is less than the quantity of such plots demanded ceteris 

peribus. This leads to stiff competition for surveyed building plots by the customers 

simultaneously leading to dissatisfaction of the customers with the procedures used by 

CDA in allocating surveyed building plots. 

Table 4.16: Demand against Supply of surveyed building plots (%) 

Variable  Area or Street Total  

  Nkuhungu  Kisasa  

Whether CDA survey adequate and sufficient building 

plots in relation to the demand 

   

Yes 11.7 (7) 8.3 (5) 20.0 (12) 

No 38.3 (23) 41.7 (25) 80.0 (48) 

Total 50.0 (30) 50.0 (30) 100.0 (60) 

    

Reason for the inadequate and insufficient building plots    

Inadequate funds to survey more building plots 10.4 (5) 25.0 (12) 35.4 (17) 

Increasing demand for plots due to increasing population 25.0 (12) 14.6 (7) 39.6 (19) 

I don't know 12.5 (6) 12.5 (6) 25.0 (12) 

Total 47.9 (23) 52.1 (25) 100.0 (48) 

    

Respondent's opinion on the availability of surveyed 

building plots in Dodoma Municipality 

   

Difficultly available 36.7 (22) 40.0 (24) 76.7 (46) 

Most, difficultly available 13.3 (8) 10.0 (6) 23.3 (14) 

Total 50.0 (30) 50.0 (30) 100.0 (60) 

Figures in parentheses are the number of respondents  

Source: Field data, 2013. 
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Inadequate funds to survey more building plots and the increasing demand for plots due to 

rapid human population growth were identified as the major reasons for the insufficient 

supply of building plots as mentioned by 35.4% and 39.6% of the overall sample 

respondents respectively (table 4.16). These findings imply that scarcity of surveyed 

building plots has led to dissatisfaction of customers with procedures used by CDA in 

allocating surveyed building plots. This dissatisfaction of customers has resulted into the 

search of official land through informal means such as corruption; various disputes 

involving land allocation due to double allocations; and the conversion of open spaces and 

public utility land in earlier town planning schemes into plots for private use. These are 

similar to the findings by Masawe (1996) who revealed that in securing surveyed building 

plots, there is the possibility of one spending money and finding oneself with a plot 

entangled in conflict because the operations are murky. 

 

4.4.2 Number of applications against surveyed building plots year 2009-2011 

The study revealed that CDA officials survey only few building plots as compared to 

applications they received (demand) as shown in Figure 4.2. For example, from year 2009 

– 2011, CDA officials has surveyed about 50,000 building plots in categories of high 

density and low density. In the same period they received about 100,000 applications 

which is twice the number of surveyed plots. These findings imply that there is scarcity of 

surveyed building plots hence stiff competition and use of informal means such as 

corruption, double allocations and invasion of open spaces in getting building plots are 

common in the study area. Very few of the people who apply for a building plot in the 

formal process are able to get such plots. 
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Figure 4.2: Situation regarding surveyed building plots from the year 2009 –2011  

Source: Field data, 2013. 

 

4.4.3 CDA – community relationship/link 

The statistics in table 4.17 show that majority of respondents were of the opinion that the 

relationship among CDA, its customers and the community is weak. These findings 

suggest that CDA officials have no good relationship with their customers and the 

community at large. The reasons for such relation as given by the respondents are as 

shown in table 4.17. 
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Table 4.17: Relationship among CDA, its customers and the community (%) 

Variable  Area or Street Total  

  Nkuhungu  Kisasa  

Respondent's opinion about the relationship among CDA, 

its customers and the community 

   

Satisfactory 20.0 (12) 16.7 (10) 36.7 (22) 

Weak 21.7 (13) 26.7 (16) 48.3 (29) 

Very weak 8.3 (5) 6.7 (4) 15.0 (9) 

Total 50.0 (30) 50.0 (30) 100.0 (60) 

    

Reason to consider the relationship of CDA with its 

customers and the community at large is not good 

   

Only few customers especially owners of big business 

ventures and high income earners are accessed to surveyed 

building plots 

36.7 (22) 40.0 (24) 76.7 (46) 

Most and important information on availability of surveyed 

building plots are not known to many customers 

30.0 (18) 25.0 (15) 55.0 (33) 

Majority of customers of CDA are not informed on the 

procedures of getting surveyed building plots 

30.0 (18) 33.3 (20) 63.3 (38) 

Significant number of surveyed building plots are with-holded 

by CDA officials 

48.3 (29) 46.7 (28) 95.0 (57) 

Long and bureaucratic procedures of getting surveyed building 

plots 

40.0 (24) 40.0 (24) 80.0 (48) 

Less compensated demolitions during settlements upgrading 40.0 (24) 40.0 (24) 80.0 (48) 

Long time (Delays) in processing the required documents with 

respect to plots 

40.0 (24) 46.7 (28) 86.7 (52) 

No clear communication system of CDA and its customers 28.3 (17) 35.0 (21) 63.3 (38) 

Figures in parentheses are the number of respondents  

Source: Field data, 2013. 

 

With-holding of significant number of surveyed building plots by CDA officials; long 

time (Delays) in processing the required documents with respect to plots; long and 

bureaucratic procedures of getting surveyed building plots; and less compensated 

demolitions during settlements upgrading were identified as the main reasons for bad 

relationship of CDA and its customers as given by 95%, 86.7%, 80%, and 80% of the 

overall sample respondents respectively. These findings suggest that the practices and 

conducts of CDA official in allocating surveyed building plots leads to dissatisfaction of 
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the customers with the procedures required in getting surveyed building plots. 

Also, the study identified some challenges limiting customers in getting surveyed building 

plots from CDA as shown in table 4.18. These findings suggest that while individuals are 

being keen in having shelter, they have faced a number of bottlenecks, which need to be 

addressed namely: building land not being easily available and lack of affordable building 

materials, infrastructure services, enough local authority support and housing development 

technical assistance. These challenges are the evidence of dissatisfaction of customers 

with the procedures used by CDA in allocating surveyed building plots. 

Table 4.18: The challenges of getting a surveyed building plot from CDA (%) 

Challenges Strongly 

Agree 

Agree Don’t 

know 

Disagree Strongly 

disagree 

Long and cumbersome process to get surveyed 

plots/title deeds and building permits 

78.3 

(47) 

18.3 

(11) 

Nil 3.3 

(2) 

Nil 

High costs of obtaining surveyed building plots  33.3 

(20) 

63.3 

(38) 

Nil Nil 3.3 

(2) 

Lack of knowledge of procedures to obtain 

surveyed plots and building permit 

30.0 

(18) 

58.3 

(35) 

Nil 11.7 

(7) 

Nil 

Corruption 96.7 

(58) 

Nil Nil Nil 3.3 

(2) 

Some CDA officials are dishonest 61.7 

(37) 

13.3 

(8) 

20.0 

(12) 

1.7 

(1) 

3.3 

(2) 

High acceptable building standards (Building 

regulations are not flexible to accommodate 

innovations) 

41.7 

(25) 

30.0 

(18) 

8.0 (7) 11.7 

(10) 

Nil 

Political interference in CDA‘s plans and 

activities 

26.7 

(16) 

60.0 

(36) 

8.3 

(5) 

5.0  

(3) 

Nil 

High cost of land and other housing services 45.0 

(27) 

38.3 

(23) 

3.3 (2) 13.3 

(8) 

Nil 

Daily/low income jobs of the customers 61.7 

(37) 

26.7 

(16) 

11.7 

(7) 

Nil Nil 

Increasing demand due to rapid human 

population growth 

86.7 

(52) 

13.3 

(2) 

Nil Nil Nil 

Availability of few surveyed building plots 

(surveyed building plots are not easily available) 

46.7 

(28) 

48.3 

(29) 

5.0 (3) Nil Nil 

Settlement development finance is not only 

scarce, but it is also difficult to get 

58.3 

(35) 

Nil 33.3 

(20) 

8.3 

(5) 

Nil 

Figures in parentheses are the number of respondents  

Source: Field data, 2013. 
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The Pearson‘s chi – square test of significance between customer satisfaction and the time 

taken in securing surveyed building plots and associated documents (letter of offer, 

building permit and title deed) provides the chi – square value of 42.353, degree of 

freedom 3 and significance of 0.000. These statistics show that there is a significant 

relationship between the two variables since 0.000 < 0.05. This helps to explain that the 

long and unnecessary bureaucratic procedures of CDA in allocating surveyed building 

plots leads to customer dissatisfaction with the procedures of allocating surveyed building 

plots. The regression analysis of the variables determining customer satisfaction gives the 

coefficient of determination (Adjusted R
2
) of 23.9%. The regressors of the analysis and 

their coefficients are shown in table 4.19. 

Table 4.19: Regression coefficients of some factors affecting customer satisfaction 

Variable Coefficient Std error t– value Significance 

Family size 0.068 0.030 0.695 0.489 

Time taken to get surveyed 

building plots and associated 

documents (letter of offer, 

building permit and title deed) 

0.429 0.033 4.441 0.000 

Main source of income  0.184 0.027 2.502 0.137 

Average monthly income of 

customers 

0.028 0.039 0.227 0.821 

Availability of plots -0.256 0.017 -2.460 0.016 

 

 

The test statistics show that the independent variables above influence the dependent 

variable by only 23.9%. The low R
2
 value suggests that, some variables determining 

customer satisfaction have been left. Thus, this finding is a stepping stone for other 

researchers to add more variables so as to boost up the R
2
 value. However, these results 

provide some convincing evidence that the time taken to secure surveyed building plots 

and associated documents (letter of offer, building permit and title deed) is a significant 

determinant of the customer satisfaction with the procedures used by CDA in allocating 

surveyed building plots in the study area (significance, 0.000 <0.05).  
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Generally, the factors affecting customer satisfaction with the procedures used by CDA in 

allocating surveyed building plots are related to demand against supply of surveyed 

building plots (availability of surveyed building plots); time taken to get surveyed building 

plots and associated documents (letter of offer, building permit and title deed); CDA – 

community relationship/link; costs involved in securing surveyed building plots; 

procedures used by CDA in upgrading unplanned settlements; and compensation 

procedures. These findings are similar to what was found by Hokanson (1995), who 

contended that the factors affecting customer satisfaction include friendly employees, 

courteous employees, knowledgeable employees, helpful employees, competitive pricing, 

service quality, good value, and quick service.  

 

4.5 Factors likely to Promote Customer Satisfaction with CDA’s Procedures  

This was the last specific objective. The Likert scale were given for respondents to rank 

some identified factors that are likely to promote customer satisfaction with the procedures 

used by CDA in allocating surveyed building plots. The responses were as shown in table 

4.20. 

Table 4.20: Factors to promote customer satisfaction with CDA’s procedures (%) 

Factors likely to promote customer 

satisfaction 

Strongly 

Agree 

Agree Don’t 

know 

Disagree Strongly 

disagree 

Effective and efficient procedures of 

acquisition of land for building 

58.3 

(35) 

41.7 

(25) 

Nil Nil Nil 

Flexible and planning and building codes 

that allows innovations 

38.3 

(23) 

51.7 

(31) 

Nil 10.0 

(6) 

Nil 

Effective and efficient procedures of 

acquisition of title on land 

50.0 

(30) 

50.0 

(30) 

Nil Nil Nil 

Introduction and use of housing finance 16.7  

(10) 

11.7 (7) 15.0 

(9) 

38.3 (23) 18.3 (11) 

Participation of actors (Central government, 

Local governments, individual settlement 

developers, private sector, NGOs and 

donors) 

60.0  

(36) 

35.0 

(21) 

5.0 

(3) 

Nil Nil 

Figures in parentheses are the number of respondents  

Source: Field data, 2013. 
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The study also identified certain strategies that can be adopted to promote customer 

satisfaction with procedures used by CDA in allocating surveyed building plots as 

indicated in table 4.21.  

Table 4.21: Strategies to promote customer satisfaction with CDA’s procedures  

Customer satisfaction strategy  Strongly 

Agree 

Agree Don’t 

know 

Disagree Strongly 

disagree 

Creation of awareness and understanding between 

CDA officials  and its customers (the community) 

95.0 

 (57) 

5.0 

(3) 

Nil Nil Nil 

Education, capacity building, enhancing community 

to enable constructive participation in addressing the 

challenges of settlements in Dodoma Municipality 

93.3  

(56) 

6.7 

(4) 

Nil Nil Nil 

Capacity building both in technology and manpower 

through establishment of Training response teams 

(units) for CDA officials 

43.3  

(26) 

56.7 

(34) 

Nil Nil Nil 

Giving special attention to vulnerable groups who are 

most likely to become victims of securing surveyed 

building plots e.g. women and children. 

91.7  

(55) 

8.3 

(5) 

Nil Nil Nil 

Share responsibility and decision-making as well as 

sustained commitment from both the CDA officials 

and community, with regard to surveyed building 

plots demands 

58.3  

(35) 

41.7 

(25) 

Nil Nil Nil 

The private sector (organizations, individuals, estate 

developers and communities) should be encouraged 

to participate in financing the provision of serviced 

land in terms of standards to match affordability 

levels of different incomes 

50.0  

(30) 

48.3 

(29) 

Nil 1.7  

(1) 

Nil 

The government should streamline procedures of 

allocating land both at local and national levels by 

ensuring that there is transparency  

43.3  

(26) 

56.7 

(34) 

Nil Nil Nil 

CDA should employ adequate and skilled staff 

especially in human settlement planning, land 

surveying and valuation and management 

41.7  

(25) 

55.0 

(33) 

Nil 3.3 (2) Nil 

Unplanned and un -serviced settlements should be 

upgraded and titles for security of tenure in those 

areas be offered 

78.3  

(47) 

21.7 

(13) 

Nil Nil Nil 

Procedure for applying and getting building permits 

should be simplified e.g. by application of modern 

technology of keeping and processing records with a 

view of reducing unnecessary bureaucratic delays 

73.3  

(44) 

26.7 

(16) 

Nil Nil Nil 

The government should review building regulations 

with a view of making them conducive to the 

absorption of innovations in building materials and 

technology 

70.0  

(42) 

1.7 

(1) 

20.0 

(12) 

8.3 (5) Nil 

Modern technology should be used in the preparation 

of documents and in communication e.g. use of 

computers  

65.0  

(39) 

35.0 

(21) 

Nil Nil Nil 

Figures in parentheses are the number of respondents  

Source: Field data, 2013. 
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The statistics in table 4.21 indicate that the major strategies likely to promote customer 

satisfaction with the procedures used by CDA in allocating surveyed building plots 

include creation of awareness and understanding between CDA officials  and its customers 

(the community); education, capacity building, enhancing community to enable 

constructive participation in addressing the challenges of settlements in Dodoma 

Municipality; giving special attention to vulnerable groups who are most likely to become 

victims of securing surveyed building plots such as women and children; procedure for 

applying and getting building permits should be simplified for example, by application of 

modern technology of keeping and processing records with a view of reducing 

unnecessary bureaucratic delays; unplanned and un -serviced settlements should be 

upgraded and titles for security of tenure in those areas be offered; modern technology 

should be used in the preparation of documents and in communication such as the use of 

computers; and share responsibility and decision-making as well as sustained commitment 

from both the CDA officials and community, with regard to surveyed building plots 

demands. 

 

These findings imply that CDA officials need to be both proactive and reactive in 

integrating the element of customer satisfaction in their plans and activities of allocating 

surveyed building plots to customers so as to ensure improved service provision and 

sustainability. 

 



 

 102 

CHAPTER FIVE 

CONCLUSION AND RECOMMENDATIONS 

 

5.1 Introduction 

Chapter five provides the conclusion of the study findings. It stipulates the 

recommendations which if implemented will promote customer satisfaction with the 

procedures used by CDA in allocating surveyed building plots. The chapter also highlights 

the areas of future studies. 

 

5.2 Conclusion 

The process to acquire surveyed building plots from CDA involve granting of an offer, 

building permit, development of a plot and finally granting of title deeds. It involves 

writing a request letter for the plot; payment of the application fee; payment for the letter 

of offer the amount of which depends on the size of the plot; and payment of the premium 

(fees paid for installation of infrastructures such as roads/pathways, culverts and bridges) 

the amount of which depends on the size of the plot. After the offer is granted procedures 

to obtain building permit commences by preparation of drawings and searching as well as 

scrutinizing the fees paid by customers.  

 

Customers are not satisfied with the procedures used by CDA in allocating surveyed 

building plots because such procedures are long consuming significant time of customers, 

associated by unnecessary bureaucracy and corruption as well as more costly. The process 

of acquiring a building plot and a building permit takes very long time and in most times it 

is discouraging to customers. The process of settlements upgrading is associated with less 

compensated demolitions and unfair treatment of the people Building plots near the social 

services such as water sources, roads, hospitals are given to the merchants and high 
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income earners while local and ordinary people are displaced to building plots in 

marginalized areas. 

 

The factors affecting customer satisfaction with the procedures used by CDA in allocating 

surveyed building plots are related to demand against supply of surveyed building plots 

(availability of surveyed building plots); time taken to get surveyed building plots and 

associated documents (letter of offer, building permit and title deed); CDA – community 

relationship/link; costs involved in securing surveyed building plots; procedures used by 

CDA in upgrading unplanned settlements; and compensation procedures.  

 

Factors likely to promote customer satisfaction with the procedures used by CDA in 

allocating surveyed building plots include effective and efficient procedures of acquisition 

of land for building; flexible and planning and building codes that allows innovations; 

effective and efficient procedures of acquisition of title on land; and participation of actors 

(central government, local governments, individual settlement developers, private sector 

and NGOs). 

 

5.3 Recommendations 

Based on the findings and conclusion of this study the following are recommended for 

ensuring customer satisfaction with the procedures used by CDA in allocating surveyed 

building plots in Dodoma Municipality: 

 

CDA should ensure that surveyed building plots are available to all income groups 

including state developers by surveying as much building plots as possible depending on 

the availability of funds. This can be adopted using Private-Public Partnership (PPP) 
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whereby CDA could outsource the activity of surveying building plots to private sector 

and itself undertake allocation of such surveyed building plots.  

 

The government at central and local levels should mobilize resources for land and housing 

development. Such land should be offered on the principal of cost recovery. The process 

of getting land for building should be clear and transparent. People who have built in 

unplanned areas are recognized and brought to the official main stream of housing 

development.  

 

CDA officials need to be both proactive and reactive in integrating the element of 

customer satisfaction in its plans and activities of allocating surveyed building plots to its 

customers. This can be done by capacity building through training to both CDA officials 

and customers on the effective procedures of allocation of surveyed building plots. 

 

CDA Officials should be duty bound to issue building permits within thirty days. In case 

the applicant does not get reply in time, he/she can appeal to Minister responsible for 

human settlement planning. The government should ensure that procedures of getting legal 

right of occupancy are streamlined, shortened and not unnecessarily costly. This may be 

accomplished through the use of modern technology such as use of computers in the 

preparation of documents and in communication. 

 

To overcome the evolving signs of corruption in allocating surveyed building plots it is 

recommended that the central government should introduce an internal and secret 

investigation of the sources of CDA‘s unnecessary bureaucracy. To accomplish this task 

effectively, internal investigators should be employed as workers in CDA. This will also 
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help to curb the building plots withholding behaviours of CDA officials particularly those 

in the planning department who seem to have privatized the department.  

 

To reduce unnecessary bureaucracy of CDA in allocating surveyed building plots as well 

as scarcity of surveyed building plots, it is recommended that CDA should frequently 

survey significant number of building plots. All the peri–urban areas in Dodoma 

Municipality should be surveyed. This will ensure surveyed building plots to be a trading 

commodity that one is granted after all necessary payments to CDA. It will also reduce the 

unsurveyed areas available for people to shift to. 

 

To ensure that they receive satisfactory services from CDA, cutomers should not take part 

in the multi-practices such as corruption in getting surveyed building plots instead reveal 

such practices to the responsible authorities. Customers need to diversify their income 

sources so as to increase their income levels and be able to pay for the costs of surveyed 

building plots. This can be done through adoption and use of the entrepreneurial skills in 

income generating activities.  

 

Generally, it is recommended that there should be political will by government political 

leaders to develop Dodoma as the capital city. This involves providing sufficient funds to 

CDA for plots surveying and frequent monitoring of the performance of CDA. 

 

5.4 Areas for Further Research  

This study considered customer satisfaction with the process of allocating surveyed 

building plots in general. A gender perspective analysis of the factors affecting 

accessibility to surveyed building plots is necessary. This will help to establish which 

segment of the population on gender basis is significantly accessible or not accessible to 
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land and the reasons behind the situation. Men and women have different gender needs 

and roles in the community. The consideration of gender needs and roles in planning for 

ownership and use of land resource is of paramount importance to ensure equity, 

safeguarded rights to land, peace and harmony as well as socio-economic development. 

 

This study was only focused at CDA as the responsible authority for effective urbanization 

of Dodoma as the role model of urban planning and the capital city of Tanzania. The 

findings of this study can not be generalized to the all other regions in Tanzania. 

Therefore, a comparative analysis of the procedures used in allocation of surveyed 

building plots by CDA and other local government authorities in other regions is useful in 

explaining the challenges of urban planning in Tanzania. This will also help to establish 

strategies to reduce land use conflicts among different uses in both urban and rural areas. 
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Appendix 1: Questionnaires for Customers of Capital Development Authority  

 

RESEARCH ON CUSTOMER SATISFACTION AND SURVEYED BUILDING PLOTS 

ALLOCATION PROCESS IN DODOMA MUNICIPALITY 

 

My name is …………………………….I am from The University of Dodoma (UDOM). I 

do not represent the government or any political party. Dear respondent, I am requesting 

you to participate in this study by answering questions. I assure you that ANSWERS 

YOU WILL PROVIDE WILL BE TREATED STRICTLY CONFIDENTIAL and 

only be used for Academic purposes. Thank you very much for your kind attention and 

proactive participation. 

 

PART 1: GENERAL INFORMATION 

1. Street/Area …………………………………Ward ……………………………. 

2. Gender of respondent:  

(1) Male        [        ] 

(2) Female      [        ] 

3. Age: ……………………………………………. 

4. Highest level of education attained…………………………… 

(1) No formal education        [   ] 

(2) Primary education         [   ] 

(3) Secondary education (Form 1- 4)     [   ] 

(4) College (after Form 4)           [   ] 

(5) Secondary education (Form 5- 6)     [   ] 

(6) College (after Form 6)            [   ] 

(7) University           [      ]          
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(8) Vocational/Adult education classes  [   ] 

(9) Others (Specify)……….............................................…… 

 

5. Marital status: 

(1) Single        [      ]   (2) Married     [      ]     (3) Widowed        [     ] 

(4) Divorced   [      ]   (5) Separated   [     ]      (6) Others 

(Specify)……….................. 

6. Occupation: 

(1) Civil servant   [      ]    (2) Business man/woman [     ]   (3) Farming    [    ] 

(4) Retired officer with pension       [     ]    

(5) Retired officer without pension  [     ] 

(6) Self employed   [      ]       (7) Others (Specify)……….................................. 

 

7. What is your main source of income? (List them in order of importance) 

Source Rank 

Formal employment   

 
  
Business   

Farming  

Remittance  

 

8. What is your average monthly income? 

(1) Below Tshs. 50,000/=  [   ]    (2) Between Tshs. 50,000/= and 100,000/=  [   ]     

 (3) Between Tshs. 101,000/= and 200,000/=    [     ] 

(4) Between Tshs. 201,000/= and 300,000/=    [     ]    

(5) Above Tshs. 300,000/=  [     ] 
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9. What assets do you own/possess?  

Type of Assets Assets possessed 

(Tick where appropriate) 

Sources of fund for purchasing the 

particular asset  (1 = Own fund 2 = loan) 

Radio    

TV   

Furniture   

Bicycle    

Stove    

Refrigerator    

Motorcycle    

Motor vehicle   

Others    

 

 

10. What is your household size? 

(1) Small size (1 – 4 persons)   [      ]    (2) Medium size (5 – 8 persons)   [      ]     

(3) Large size (Above 12 persons)   [      ]      

 

PART 2:  PROCEDURES USED BY CDA IN ALLOCATING SURVEYED 

BUILDING PLOTS TO ITS CUSTOMERS 

1. Do you know the procedures required in securing a surveyed building plot from CDA? 

(1)  Yes               [        ]               (2)      No   [ ] 

 

2. If yes in 1 above, what is the process required to obtain a surveyed building plot from 

CDA? 

…………………………………………………………………………………………… 

…………………………………………………………………………………………… 

…………………………………………………………………………………………… 
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3. What was the time taken in getting the following from CDA: (Tick) 

Requirement Time  

Short 

(within 1 

month) 

Average 

( 2-12 months) 

Long 

(over 12 months) 

Letter of an offer    

Title deed    

Building permits    

Certificate of occupancy of land    

 

 

4. How much does it cost to acquire a surveyed building plot from CDA for the following 

categories of its customers? 

Category of CDA’s customers Costs (Tshs) 

Individual customers who are owners of big business 

ventures 

 

Individual customers who are low income  earners  

Individual customers who are high income earners  

Individual customers who are government employees  

Individual customers who are private sector employees  

Customers who are institutions (religious, education, etc.)   

 

 

5. What is your personal view on the cost of acquiring a surveyed building plot from 

CDA? 

1. Too high                           2. Reasonable 

3. Too low                            4. Don‘t know 
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6. What is your opinion on the effectiveness of the procedures being used by CDA in 

allocating surveyed building plots? 

(1)  Very Good    [       ]         (2) Good             [     ]         (3) Satisfactory        [     ]   

(4)  Poor              [       ]         (5) Very Poor      [     ]               

 

PART 3: EXTENT OF CUSTOMER SATISFACTION WITH CDA’S 

PROCEDURES OF ALLOCATING SURVEYED BUILDING PLOTS 

 

1. Are you aware of the procedures being used by CDA in allocating surveyed building 

plots? 

(1)  Yes               [        ]               (2)      No   [ ] 

 

2. If yes in 1 above, what are the functions of CDA in relation to allocation of surveyed 

building plot? 

…………………………………………………………………………………………… 

…………………………………………………………………………………………… 

3. Have you ever heard or witnessed any settlements demolition by CDA during upgrading 

of the unplanned settlements? 

(1)  Yes               [        ]               (2)      No   [ ] 

 

4. If yes in 3 above, when and in which areas settlement demolition took place? 

Area where demotion took place in Dodoma 

Municipality 

When it took place 
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5. Was there any compensation for the demolition? 

(1)  Yes               [        ]               (2)      No   [ ] 

 

6. If yes in 5 above, what is your opinion on the adequacy of the compensation provided in 

relation to compensation policy in Tanzania? 

(1)  Very Good    [       ]         (2) Good             [     ]         (3) Satisfactory        [     ]   

(4)  Poor              [       ]         (5) Very Poor      [     ]               

 

7. In which terms was the compensation given during demolition?  

(1)  Alternative surveyed building plot     [       ]         (2) Monetary value        [     ]         

(3) Both alternative surveyed building plot and monetary value        [     ]   

(4)  Others (Specify)…………………………………………………………………             

 

8. If monetary value, what is the average amount of compensation given to the following 

categories of victims? 

Category of CDA’s customers Amount (Tshs) 

Individual victims who are owners of big business ventures  

Individual victims who are low income  earners  

Individual victims who are high income earners  

Individual victims who are government employees  

Individual victims who are private sector employees  

Victims who are institutions (religious, education, etc.)   

 

9. How do you rank the average amount of compensation given across all the categories of 

victims?  

From Tshs. ……………………(Lowest) to Tshs…………………………… (Highest) 
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10. Were the targeted and other actors fully involved in the whole process of demolition 

and compensation? 

(1)  Yes               [        ]               (2)      No   [ ] 

 

11. If yes in 10 above, how were they involved?................................................................ 

……………………………………………………………………………………………. 

……………………………………………………………………………………………. 

 

12. If no in 10 above, why they were not involved?........................................................... 

…………………………………………………………………………………………….…

…………………………………………………………………………………………. 

 

13. Do you fully involve in the whole process of allocating surveyed building plots? 

(1)  Yes               [        ]               (2)      No   [ ] 

 

14. If yes in 13 above, how do you involve?....................................................................... 

……………………………………………………………………………………………. 

……………………………………………………………………………………………. 

 

15. If no in 13 above, why you don‘t involve?.................................................................... 

……………………………………………………………………………………………. 

……………………………………………………………………………………………. 

  

 



 

 123 

PART 4: FACTORS AFFECTING CUSTOMER SATISFACTION WITH CDA’s 

PROCEDURES OF ALLOCATING SURVEYED BUILDING PLOTS 

1. Do you think CDA survey adequate and sufficient building plots in relation to the 

demand? 

(1)  Yes               [        ]               (2)      No   [ ] 

 

2. If no in 3 above, why the inadequate and insufficient building plots are surveyed? 

…………………………………………………………………………………………… 

…………………………………………………………………………………………… 

3. What is your opinion on the availability of surveyed building plots in Dodoma 

Municipality? 

(1)  Most easily available      [       ]            (3) Difficultly available                 [       ]   

(2) Easy available                  [       ]            (4) Most, difficultly available        [       ]         

 

4. What is your opinion about the relationship among CDA, its customers and the 

community? 

(1)  Very strong    [       ]         (2) Strong           [     ]         (3) Satisfactory        [     ]   

(4)  Weak             [       ]        (5) Very weak      [     ]               

5. Why do you consider the relation among CDA, its customers and community to be: 

Variable Reason (s) 

Very strong  

Strong  

Satisfactory  

Weak  

Very weak  
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6. What do you think are the challenges of getting a surveyed building plot from CDA? 

Challenges Strongly 

Agree 

Agree Don’t 

know 

Disagree Strongly 

disagree 

1 2 3 4 5 

Long and cumbersome process 

to get surveyed plots/title deeds 

and building permits 

     

High costs of obtaining surveyed 

building plots  

     

Lack of knowledge of 

procedures to obtain surveyed 

plots and building permit 

     

Corruption      

Some CDA officials are 

dishonest 

     

High acceptable building 

standards (Building regulations 

are not flexible to accommodate 

innovations) 

     

Land ownership rules and 

regulations 

     

High cost of land and other 

housing services 

     

Daily/low income jobs of the 

customers 

     

Increasing demand due to rapid 

human population growth 

     

Availability of few surveyed 

building plots (surveyed building 

plots are not easily available) 

     

Settlement development finance 

is not only scarce, but it is also 

difficult to get 
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PART 5: FACTORS LIKELY TO PROMOTE CUSTOMER SATISFACTION 

WITH CDA’s PROCEDURES OF ALLOCATING SURVEYED BUILDING 

PLOTS 

 

1. What factors do you think are likely to promote customer satisfaction with CDA‘s 

procedures of allocating surveyed building plots? 

Factors likely to promote 

customer satisfaction 

Strongly 

Agree 

Agree Don’t 

know 

Disagree Strongly 

disagree 

1 2 3 4 5 

Effective and efficient procedures 

of acquisition of land for building 

     

Flexible and planning and building 

codes that allows innovations 

     

Effective and efficient procedures 

of acquisition of title on land 

     

Introduction and use of housing 

finance 

     

Participation of actors (Central 

government, Local governments, 

individual settlement developers, 

private sector, NGOs and donors) 

     

 

 

2. What strategies do you think are likely to promote customer satisfaction with CDA‘s 

procedures of allocating surveyed building plots? 
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Customer satisfaction strategy  Strongly 
Agree 

Agree Don’t 
know 

Disagree Strongly 
disagree 

1 2 3 4 5 

Creation of awareness and understanding 

between CDA officials  and its customers (the 

community)  

     

Education, capacity building, enhancing 

community to enable constructive 

participation in addressing the challenges of 

settlements in Dodoma Municipality 

     

Capacity building both in technology and 

manpower through establishment of Training 

response teams (units) for CDA officials 

     

Giving special attention to vulnerable groups 

who are most likely to become victims of 

securing surveyed building plots e.g. women 

and children. 

     

Share responsibility and decision-making as 

well as sustained commitment from both the 

CDA officials and community, with regard to 

surveyed building plots demands 

     

The private sector (organizations, individuals, 

estate developers and communities) should be 

encouraged to participate in financing the 

provision of serviced land in terms of 

standards to match affordability levels of 

different incomes 

     

The government should streamline procedures 

of allocating land both at local and national 

levels by ensuring inter-alia that there is 

transparency in the allocation system and land 

so allocated is developed 

     

CDA should employ adequate and skilled 

staff especially in human settlement planning, 

land surveying and valuation and management 

     

Unplanned and un -serviced settlements 

should be upgraded and titles for security of 

tenure in those areas be offered 

     

Procedure for applying and getting building 

permits should be simplified e.g. by 

application of modern technology of keeping 

and processing records with a view of 

reducing unnecessary bureaucratic delays 

     

The government should review building 

regulations with a view of making them 

conducive to the absorption of innovations in 

building materials and technology 

     

Modern technology should be used in the 

preparation of documents and in 

communication e.g. use of computers etc 

     

 

 

***Thank you very much for your kind assistance in answering my questions*** 
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Appendix 2: Interview checklist for Key Informants  

 

RESEARCH ON CUSTOMER SATISFACTION AND SURVEYED BUILDING PLOTS 

ALLOCATION PROCESS IN DODOMA MUNICIPALITY 

 

My name is …………………………….I am from The University of Dodoma (UDOM). I 

do not represent the government or any political party. Dear respondent, I am requesting 

you to participate in this study by answering questions. I assure you that ANSWERS 

YOU WILL PROVIDE WILL BE TREATED STRICTLY CONFIDENTIAL and 

only be used for Academic purposes. Thank you very much for your kind attention and 

proactive participation. 

 

1. Organization  

(1) Municipality                                [   ] 

(2) Capital Development Authority (CDA)       [   ] 

(3) HABITAT – Dodoma branch                       [   ] 

2. Job Title/Position………………………………………………………………………… 

3. What is the process required for one to obtain a surveyed building plot from CDA? 

…………………………………………………………………………………………… 

…………………………………………………………………………………………… 

…………………………………………………………………………………………… 
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5. What is the time taken in for one to get the following from CDA: (Tick) 

Requirement Time  

Short 

(within 1 

month) 

Average 

( 2-12 

months) 

Long 

(over 12 

months) 

Letter of an offer    

Title deed    

Building permits    

Certificate of occupancy of land    

 

6. How much does it cost to acquire a surveyed building plot from CDA for the following 

categories of its customers? 

Category of CDA’s customers Costs (Tshs) 

Individual customers who are owners of big business 

ventures 

 

Individual customers who are low income  earners  

Individual customers who are high income earners  

Individual customers who are government employees  

Individual customers who are private sector employees  

Customers who are institutions (religious, education, etc.)   

 

7. How much fees (Tshs) are charged in allocation of surveyed building plot as at 2012? 

Charge category High 

Density 

(288–600m²) 

Medium 

Density 

(601–1400 

m²) 

Low 

Density 

(1500 m²) 

Fees for certificate of occupancy    

Registration fees    

Survey fees    

Fees for deed plans    

Stamp duty    

Land rent and service charge, 1 yr    
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8. What are the main sources of fund to cater for plot surveying costs? 

…………………………………………………………………………………………… 

…………………………………………………………………………………………… 

 

9. When and in which areas settlement demolition by CDA took place during upgrading of 

the unplanned settlements? 

Area where demotion took place in Dodoma 

Municipality 

When it took place 

  

  

  

  

 

10. In which terms was the compensation given during demolition?  

(1)  Alternative surveyed building plot     [       ]         (2) Monetary value        [     ]         

(3) Both alternative surveyed building plot and monetary value        [     ]   

(4)  Others (Specify)…………………………………………………………………              

 

11. If monetary value, what is the average amount of compensation given to the following 

categories of victims? 

Category of CDA’s customers Amount (Tshs) 

Individual victims who are owners of big business ventures  

Individual victims who are low income  earners  

Individual victims who are high income earners  

Individual victims who are government employees  

Individual victims who are private sector employees  

Victims who are institutions (religious, education, etc.)   
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12. What is average amount of compensation given across all the categories of victims?  

From Tshs. …………………… (Lowest) to Tshs…………………………… (Highest) 

 

13. How different actors are involved in the whole process of demolition and 

compensation? 

…………………………………………………………………………………………… 

…………………………………………………………………………………………… 

 

14. Situation with regard to surveyed building plots from the year 2009 –2011?   

Variable Number 

Number of building plots surveyed  

Number of surveyed building plots available for allocation  

Number of received applications for surveyed building plots  

Number of surveyed building plots allocated  

 

15. What are the challenges facing CDA in allocating surveyed building plots? 

Challenges Strongly 
Agree 

Agre
e 

Don’t 
know 

Disagree Strongly 
disagree 

1 2 3 4 5 

Inadequate funds for surveying 

building plots  

     

Lack of knowledge of customers on 

procedures to obtain surveyed plots 

and building permit 

     

Corruption      

Political interference in CDA‘s plans 

and activities 

     

Ineffective rules and regulations      

Daily/low income jobs of the 

customers 

     

Increasing demand due to rapid human 

population growth 

     

Rapid increase of unplanned 

settlements 
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16. What factors are likely to promote customer satisfaction with CDA‘s procedures of 

allocating surveyed building plots? 

Factors likely to promote 

customer satisfaction 

Strongly 

Agree 

Agree Don’t 

know 

Disagree Strongly 

disagree 

1 2 3 4 5 

Effective and efficient procedures 

of acquisition of land for building 

     

Flexible and planning and building 

codes that allows innovations 

     

Effective and efficient procedures 

of acquisition of title on land 

     

Introduction and use of housing 

finance 

     

Participation of actors (Central 

government, Local governments, 

individual settlement developers, 

private sector, NGOs and donors) 

     

 

17. What strategies are likely to promote customer satisfaction with CDA‘s procedures of 

allocating surveyed building plots? 

…………………………………………………………………………………………… 

…………………………………………………………………………………………… 

 

 

 

 

***Thank you very much for your cooperation*** 
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Appendix 3: Process of getting a Certificate of Title 

Steps taken Expected 

duration in 

days 

Actual 

duration 

Remarks 

(1) Allocation of a plot - - - 

(2) Send information by letter or 

press to successful applicant 

7 21 Communication 

problem 

to get applicant 

(3) Applicant pays land fees 14 30 Looking for the fees 

to 

pay and also 

communication 

problems 

(4) Letter of notification of payment 

already made sent to ministry 

headquarters 

14 30 Communication 

problem 

(5) Issue of land office number to 

file by statistics office in the 

ministry head quarters 

7 30 Big volume of work 

(6) Request for deed plans from 

Survey Division 

21 60 Long process and big 

volume of work 

(7) Draft of Certificate of 

Occupancy by land office 

7 21 Low capacity in 

relevant 

Manpower 

(8) Typing of Certificate of 

Occupancy (Done at ministry head 

quarters or at tonal offices) 

14 30 Low capacity in 

relevant 

Manpower 

(9) Dispatch of Certificate to owner 

for signature 

7 30 Communication 

problem 

(10) Return of Certificate to the 

ministry headquarters in Dar-es-

Salaam for the Commissioner of 

Lands signature. 

14 60 All certificates in the 

country have to be 

signed by one person-

big 

volume of work 

11) Submission of the signed 

certificate to the Registrar of Titles 

for official registration 

14 30 Big volume of work 

and 

long process 

(12) Post completed registered 

certificate to owner for further 

process of others processes of land 

development 

7 20 Communication 

problem 

Total number of days taken 121 362  
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Appendix 4: Findings by Joyce Nyabongo in 2008 about the conduct of CDA officials 
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Appendix 5: Map of Dodoma Municipality 

 


