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ABSTRACT 


CUSTOMER SATISFACTION TOWARDS SERVICES QUALITY OF PUBLIC 


TRANSPORTATION 


BY 

THIAN WAN JUN 

This study examines customer satisfaction towards service quality of public 

transportation. Five dimensions in SERVQUAL were applied as the indicators to 

influence customer satisfaction. In this study determines that most significant elements 

that contribute to Service Quality Excellency. There are 200 set of questionnaire are 

distribute to the respondents and the response rate is 80% in this research. Data collected 

use in this research is descriptive statistic, Pearson correlation and multiple linear 

regressions. In this research, Pearson Correlation had shown that the five SERVQUAL 

dimensions having the positive relationship with the customer satisfaction. However, the 
. 

mUltiple linear regressions is used to predict the impact of independent variable on the 

dependent variable. In other words, is to find out which one of the five dimensions in 

SERVQUAL is the best predictors of the customer satisfaction. In the nutshell, 

tangibility is most significant and more dominant in this research. 



-

ABSTRAK 

KEPUASAN PELANGGAN TERHAPAD KUALITI PERKHIDMATAN 

PENGANGKUTAN AWAM 

DISEDIAKAN OLEH 


THIAN WAN JUN 


Kajian ini mengkaji tentang kepuasan pelanggan terhadap kualiti perkhidmatan 

pengangkutan awam. Lima dimensi yang terdapat dalam SERVQUAL telah diguna 

sebagai petunjuk untuk mempengaruhi kepuasan pelanggan. Tujuan kajian ini juga 

mahu menentukan elemen yang paling penting dalam menyumbang kepada kualiti 

perkhidmatan. Dalam kajian ini, terdapat 200 set soal selidik telah diedarkan kepada 

para responden dan kadar maklum balas adalah 80%. Data yang telah dikumpul akan 

digunakan dalam kajian statistik deskriptif, korelasi Pearson dan regresi linear berganda. 

Dalam kajian ini, Korelasi Pearson telah menunjukkan bahawa lima dimensi 

SERVQUAiL mempunyai hubungan yang positif terhadap kepuasan pelanggan. Model 

regresi linear berganda pula telah digunakan untuk meramal kesan pembolehubah bebas 

terhadap pembolehubah bersandar. Dalam erti kata lain, adalah untuk mengetahui mana 

satu daripada lima dimensi dalam SERVQUAL adalah peramal terbaik terhadap.. 
kepuasan pelanggan. Secara ringkasnya, ketara merupakan dimensi yang paling penting 

dan lebih dominan dalam kaj ian ini. 
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CHAPTER ONE 


INTRODUCTION 


1.0 Introduction 

This chapter introduces the background of the research. It also presents the 

problem statement, research objectives, conceptual framework, significance of study, 

I imitation of study and scope of study. 

1.1 Research Background 

Nowadays, services sector plays an important role in the Malaysian 

economics. According to Rao (2005) services industry has become the main 

contributor to Gross Domestic Product (GDP) in India. In India, contribution of 

services sector to the GDP reached 49% at the end the year 2000 and 2001. After 

that, the contribution of services sector grew to 57% at the end of the year 2008 and 

2009. Based on Kaiser (2002) services sector can be divided into several sectors 

namely wholesaler, retail trade, hotels, restaurants, transport, store, communication, 

real estate, renting and business activities. In Malaysia, services industry has also 

become a main contributor to GDP. The table below shows Malaysian GDP by 

sector contribution from the year 1980 to 2005 . 
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Table I: Malaysian GDP by Sectors, from the year 1980 to 2005 
MI· GDP b Sector, 1980 2005 ea aysla: ,y 

Note: e Estimate 
Source: (Economic Review, 2005) 

Table I shows that service sector is most contributes substantially to the GDP 

Malaysia compared to other sectors. Hence, services sector has become the major 

contributor to Malaysia. Services are intangible good. Services include intermediate 

services and final services. Intermediate services include transport, finance insurance 

and storage business services. On the other hand, the final services encompass gas, 

-

Sector Share ofGDP % 
1980 1985 1990 1995 2000 2005 

Agriculture 22.9 20.8 16.3 I 10.3 8.9 8.1 
Mining & Quarn1n~ 10.1 10.4 9.4 8.2 7.3 7.0 
Manufacturing. 19.6 19.7 24.6 27.1 31.9 32.3 
Construction 4.6 4.8 3.6 4.4 3.3 2.9 

I Services I 40.1 43.6 46.8 51.2 53.9 57 
Private services 29.8 31.4 38.0 44.1 47.1 50.0 

• Electricity, Gas and ! 1.4 1.7 2.7 3.5 3.9 4.1 
water II 

,. Transport , Storage and 5.7 6.4 6.7 7.4 8. 1 8.7 

I Communication 

I. Wholesale and Retail ]2.1 12.1 13.2 15.2 14.8 
I 

14.2 
Trade, Hotels and 
Restaurants. -

• Finance, Insurance, Real 5.3 5.7 8.2 10.4 12.7 15.2 
I 

Estate and Business 

IServices I 

• Other Services 5.3 5.5 7.2 7.7 7.6 I 7.8 

Government Services ]0.3 12.2 8.8 7.1 
I 

6.8 7.0 
(-) Imputed bank service 1.9 3.2 4.4 5.3 7.5 9.3 I 
charges 
(+) Import duties 4.6 3.9 3.7 I 4.1 2.2 2.0, 

Total 100.0 100.0 100.0 100.0 I 100.0 100.0 

.' 
electricity water, wholesale, retail trade and government services (Economic Review, 

2005). 

Services sector in Malaysia such as public transportation has highly developed 

in recent years. Prime Minister Datuk Seri Najib Tun Razak announced that public 

transportation should be improved and become one of the National Key Result Areas 

2 

, 



(NKRAs). Besides, bus and rail tenninals are also expected to increase from 12 per 

cent in 2009 to 30 per cent in the year 2015. Minister in the Prime Minister's 

Department said that population in KL citizens would use public transportation more 

than 50 per cent in the year 2020 (Bernama, 2011). 

YB Dato' Seri Kong Cho Ha is the Minister ofTransport (MOT) who monitors 

the public transportation in Malaysia. He said that service sector is most important 

because in the 10th Malaysia Plan it is expected that service sectors will increase 7.2 

per cent and also expected GDP of Malaysia to increase to 61 per cent at the end of 

the year 2015 (Ha, 2011). Road Transport Department (RTD) is the department of 

the public transportation in Malaysia under the MOT. Role of RTD are responsibiJity 

to registration and licensing of every vehicle and promotes road safety to the citizens 

(Kenya Revenue Authority, 2004). 

Public transportation is defmed as ''transportation by conveyance that provides 

continuing general or special transportation to the public excluding school buses" 

(Tran & Kleiner, 2005, p.l54). There are many modes of public transportation in 

Malaysia such as taxis, buses and vans. Generally, taxi is a mode of transport for 

people to go from one place to another destination. There are several ways to pay the 

taxi driver such as based on taximeter that calculates distance from one destination to 

another destination or using fare paid (Demand Media, 2011). Vans are another 

mode ofp~blic transportation in Malaysia. Vans are usually used by commuters who 

live farther from their workplaces because van provides cheaper, efficient, and 

flexible transportation for the passenger. Lastly, buses are more genera] public 

transportation in Malaysia; they can provide a convenient, low-cost service for the 

passengers (nyrldes, 2011). 
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Today, the population of Malaysia is around 27.6 million. Malaysia is a 

multiracial country. Malaysian citizens consist of Malay, Chinese, Indian and others. 

The citizens include Malay 50.4% , Chinese 23.7%, Indian 11%, and the others 

7.8%.The religions in Malaysia include Muslim 60.4%, Buddhist 19.2%, Christian 

9.1 %, Hindu 6.3%, Confucianism, Taoism, other traditional Chinese religions 2.6%, 

other or unknown 1.5%, none 0.8% (go2travelmalaysia.com, 2011). Sarawak is the 

largest state in Malaysia. Population of Sarawak on average is 2.3 million people 

with 40% of people living in the 3 big cities, namely Kuching, Sibu and Miri 

(g02traveimalaysia.com, 2011). 

As population increases the demand for private vehicles also increases. 

According to Rodrigue (2011) private vehicles have several negative impacts on the 

environment such as heavy congestion. Congestion is a situation associated with 

costs, delays and waste of energy. Besides that the private vehicle owners also need 

to fill up their cars with either leaded petrol or unleaded petrol. This also causes 

depletion of the natural resources in Malaysia. Using private vehicles not only does 

not give advantage to the environment but also produces pollution to the 

environment. Some sources of pollution such as Nitrogen oxides (NOx), carbon 

monoxid~ (CO), carbon dioxide (C02), and volatile organic compounds (VOC) can 

cause sickness and also damage human healthy. In urban regions, about 50% of all 

air pollution" emanates from automobile traffic ~odrigue, 2011). This will create an 

unhealthy environment to the citizens who live in MaJaysia. Besides, private 

vehicles also produce noise~ Noise can affect human health and human welfare such 

as displeasure, sleep disorders, loss of work productivity, speech interference and 

hearing damage (Rodrigue, 2011). In this study, it is suggested that citizens should 

4 
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use the public transportation in Malaysia. Therefore, we need to improve the service 

quality of public transportation as a major mode of transport. There are several kinds 

of public transportation in Malaysia such as taxis, vans, and buses. Examples of 

public bus transportation are Skybus, Aerobus, Airport liner, KLIA Ekspres, KLIA 

Transit, Transnasional Malaysia Express Bus, EY A Express. 

In recent survey, it has been found that service quaJity has a positive 

correlation with satisfaction and increases purchase loyalty (Storbacka, Strandvik 

and Gronroos, 1994). In the competitive business world, many of the public 

transportation try to improve their service quality in order to give the customer 

satisfaction to retain them become loyal to the company. Therefore, public 

transportation uses its own strategy to improve its service quality. This can help to 

differentiate the public transportation from other competitors. Hence, transportation 

industry wiJI survive and become successful in the long run. 

In view of this, public transportation in Kuching is trying its best to deliver the 

best services with the differentiated services quality to the customers. Most of them 

make great efforts to maintain the Service Quality Excellency. The main reason of 

the public transportations for providing the excellent service quality is to enhance the 

customer satisfaction. According to Brennan (1994), organizations need to improve 

their performance and reliability of their product or service for survival in the long 

term. This is because customers are willing to pay more for the product or service 

when they are satisfied and perceived a high level of quality. Customers always are 

the main source of profit to the organization. So, public transportation industry need 

tends to be competitive with other competitors and fulfill the customer satisfaction 

first in order to gain the large profit and build the good reputation. 
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1.2 Problem statement 

Nowadays. competition among the competitors becomes a kind of survival in 

business. In this competitive world, the customers become more demanding and 

expect to be served better by the services organizations. Hence, the public 

transportation industry faces the challenge of providing high quality services for the 

customers. The previous research pointed out that the key to sustainable competitive 

advantages lies in delivering high quality service that will in tum satisfy the 

customers (Seth, Deshmukh and Vrat, 2006). Therefore, providing superior service 

should be concerned as the important strategy by the public transportation industry to 

satisfy their customers. 

According to Kale (2009), a company wins the customer satisfaction is more 

important than retain customers. It is because once the company wins the customer 

satisfaction. the customers will become loyal to the company. Therefore, keeping the 

existing customers is more profitable and involves minimum cost than attracting the 

new customers. Lost customers are very disastrous. Based on Wagner, Tiffany and 

Peterson (2008) found that the cost is about five time as much as in terms of time, 

money, and resources to attract new customers as it does to retain existing customers 

In this study, customer satisfaction should become a primary goal for the 

public transportation industry. As suggested by Chen (2010), customer satisfaction is 

very impor:tant influence on customer to purchase product and services repeatedly 

and positive words of mouth to their friend, relatives, family, also provides good 

recommendation for the company to improve in the future. 

By improving the customer satisfaction, it will bring advantages to the public 

bus transportation industry. For instance, satisfied customers will be more likely to 
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tell others about their favorable experience. Therefore, customer satisfaction can also 

increase the probability of the customers' return to their services. In contrast, 

dissatisfied customers will be more likely to switch to the competitors or complain to 

the services provider if their services are below the customer's expectations. 

Furthermore, they intend to tell the poor services of the company to their friends, 

relatives, or their family. This will damage the reputable industry in the future. 

In today services business, the public transportation has grown rapidly in 

Kuching city. So, customers have much chance to choose their best preference 

among the public transportation. It is also stated that there is a greater tendency for 

the customers to switch to another competitors when the customers find that the 

services offered by the company do not meet their expectations. In order to prevent 

the customers from switching to the competitors' services or tell others about their 

bad experiences, public transportation industry in Kuching has to enhance and 

improve their service quality for the cu~tomer. 

However, it is still questionable about "Which services quality is the most 

dominant and greatest contribution to the customer satisfaction level?" Public 

transportation industry in Kuching must first identify the elements that produce the 

quality because customer satisfaction does not rely on the price of the product but is 

rely on the quality ofthe products and services provided. 

To ansWer this question, Parasuraman, Zeithaml, and Berry (1985) proposed a 

clear conceptual model named as SERVQUAL with the five service dimensions that 

are related with service organization and contribute to the customer satisfaction. The 

five dimensions in SERVQUAL consist of tangibility, empathy, responsiveness, 

reliability, and assurance. 
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1.3 Objectives 

This study investigates factors that will affect the consumer satisfactions with 

the services public transportation in Kuching area. The objectives of this study are 

divided into two parts, namely general objective and specific objective. The 

explanations are in are listed in general objective and specific objective. 

1.3.1 General Objective 

The general objective in this research is to study the SERVQUAL dimensions 

that assess the customer satisfaction towards the service quality of public 

transportation in Kuching area. 

1.3.2 Specific Objective 

This research will be divided into four specific objectives: 

a) To analyze the significance of the following SERVQUAL dimensions in 

contributing the customers satisfaction. 

1. 	 To identify the relationship between dimension of tangibility and services 

quality ofthe public transport in Kuching area. 

2. 	 To identify the relationship between dimension of reliability and services 

quality of the public transport in Kuching area. 

3. 	 To ideptify the relationship between dimension of responsiveness and services 

quality of the public transport in Kuching area. 

4. 	 To identify the relationship between dimension of assurance and services 

quality of the public transport in Kuching area. 
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5. To identify the relationship between dimension of empathy and services 

quality ofthe public transport in Kuching area. 

b) 	 To identify the most significant and type of the relationship existed between 

the SERVQUAL dimension and customer satisfaction. 

c) 	 To identify the most dominant SERVQUAL dimension which has the greatest 

contribution to the customer satisfaction towards service quality of public 

transportation industry. 

d) 	 To provide the useful suggestions or guideline for public transportation 

industry in Kuching area in order to enhance and improve their services quality 

in the future. 

Figure 1.1 Relationsbip between independent variable and dependent variable 

Tangibles . 

Reliability 

Customers 
Responsiveness Satisfaction 

, I 

I 
Assurance 

I 

Empathy I 

,
Independent vanable 	 Dependent vanable 

From the above conceptual framework, researchers have found that the 

independent variable and dependent variable are useful in this study. In this research, 
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the dependent variable is customer satisfaction and the independent variables are five 

dimensional elements of Service Quality which is Tangibility, Reliability, 

Responsiveness, Assurance and Empathy in SERVQUAL that influence the 

customer satisfaction towards the service quality of the public transportation. 

The outcome ofthis conceptual framework is the level ofcustomer satisfaction. 

For example, if relationship between the customer satisfaction and the services 

quality is positive then this indicates that customers will be satisfied and delighted 

when they perceive higher level of service quality and vice versa. These levels of 

satisfaction are the outcome of the perceived service quality. Therefore, the 

perceived quality are found to be strongly relied on the five dimensional of Service 

Quality that is the Reliability, Responsiveness, Assurance, Empathy, and Tangibles 

(Lovelock and Wirtz, 2007). 

Depelfdelft Variable 

The dependent variable in this research is the customer satisfaction. In this 

research, customer satisfaction is a main interest in this study. This study is to find a 

level of the customer satisfaction with the service quality offered by the public 

transportation industry in Kuching city. 

Indepelfil.elft Variable 

The independent variable comprises five dimensions which are Reliability, 

Responsiveness, Assurance, Empathy, and Tangibility. This five dimensions 

measure the customer satisfaction. 

IO 



1.4 Significance of Study 

SERVQUAL is a very powerful tool for measuring the customer satisfaction. 

(Hasin, Sarker, Islam and Shareef, 2011).Thus, the main interest of this study is to 

assess the customer satisfaction level with the service quality provided by public 

transportation industry in Kuching area. Besides, this study also intends to find out 

the importance of the five service dimension as SERVQUAL in influencing the 

customer satisfaction level. In addition, this study also aims to provide a guideline 

for the public transportation industry in Kuching to improve their service according 

ofthe result ofthe research. 

Furthermore, the findings in this study are also useful for giving information to 

the future researcher who is interested in this study. Nowadays, there are 101 

registered buses in Kuching and 13 % of the city's population depends on public 

transportation and 85% passengers depend on buses (Nazrey, 2010). Obviously, 

public transportation becomes more !mportant to citizen today. Since there are 

increased number of people who are using public transportation, industries of public 

transportation should increase their service quality to satisfy and fulfill the 

passengers' needs and wants. 

Therefore, public transportation industry in Kuching can adapt the effective 

strategies for providing the service quality that best suit the customers' requirements. 

In the conclusion, this study is beneficial for the public transportation industry in 

Kuching in helping them to achieve the favorable position in the competitive edge 

and improvement in the future and also beneficial for the customer and society. 
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1.5 Scope of Study 

The scope of this study is to investigate overall customer satisfaction with 

services quality of public transportation. The study will be conducted in the public 

transportation industry in Kuching area. The service quality of the public 

transportation industry will be cfassified according to the SERVQUAL dimensions. 

The level of customer satisfaction towards the SERVQUAL dimensions will be 

identified and analyzed based on the services provided by public transportation 

industry in Kuching. The data will be collected through questionnaire survey from 

the local citizens. 

1.6 Conclusion 

This chapter has discussed the research topic, background of research, problem 

statement, research objectives, conceptual framework, significance of study, 

limitation of study and scope of study'. The next chapter will discuss the literature 

review of this study. 
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CHAPTER 2 


LITERATURE REVIEW 


2.0 Introduction 

This chapter discusses the literature review of previous studies of the customer 

satisfaction towards the services of public transportation. This chapter introduces the 

definition of service industry, importance of customer satisfaction, and definition 

service quality categories. This study also comprises the SERVQUAL measurement 

tool for measuring the customer satisfaction. 

2.1 Services Industry 

Service sector is also called tertiary sector and defined as an intangible goods. 

Service sectors provide service to the business and the end user (frade Chakra, 

2008). 

Services sector plays a very. important role especially in this rapid growth 

and development process in Malaysia. Malaysia has moved into third stage of 

economic development. Service sector includes two categories which are 

intermediate services and final services. Intennediate service encompasses transport, 

finance insurance and storage business services. On the other hand, the final services 

include gas, electricity water, wholesale and retail trade, government services and the 

other services (Economic Review, 2005). 

Based on Dato' Sri Mohd Najib Bin Tun Haji Abdul Razak Perdana Menteri 

Malaysia announced that services sector was one of the sectors that attracted more 

investment than other sectors, and this service sector was an important sector in the 

national economy. Service sector contributed 55% to the Gross Domestic Product 
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