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Subsidized public transportation service is widely offered in many urban societies in
order to minimize the use of resources and to alleviate traffic congestion. Selangor, with
its proximity to the capital of Malaysia, is known to have massive traffic congestion,
especially in Kajang which is in the top four (4) districts with the highest number of
Average Daily Traffic (ADT). Thus, a free fare program, subsidized bus was introduced
in order to reduce the dependency on private vehicles among people. Specifically in this
study, the subsidized buses is used to identify the level of service provided by the local
authorities as an initiative in reducing traffic congestion at Kajang. Mixed method
approaches will be used in the study's methodology. The researcher employ the Level of
Service (LOS) method to measure the operational performance of subsidized buses for
qualitative purposes. In the meanwhile, the quantitative method employs a questionnaire-
based approach to uncover factors that can influence the quality of subsidized bus service
and passenger satisfaction through SERVQUAL dimensions. On the whole, the LOS for
subsidized bus service in Kajang achieved LOS D (acceptable standard) based on the
assessment from four (4) main aspects that are service frequency, service hours,
passenger threshold and bus speed. Additionally, the service quality of subsidized bus
was influenced by assurance dimension which had a significant impact in influencing
other dimensions on the SERVQUAL too. These findings can be linked to the different
types of categories of passengers who involved in this study. Researcher conduct studies
that are representative of practically all age groups who used subsidized buses on a daily
basis. The level of passenger satisfaction is also considered in the survey, with the result
that all passengers rate the subsidized bus service as satisfied. Passengers, local
authorities, and bus management must work together to guarantee that this effort is
sustained and, as a result, traffic congestion in Kajang is reduced. In addition, this study
is also a bonus to the government where they can draw inspiration from this study in the
development and improvement of public transportation network in the future. In fact, the
use of LOS and SERVQUAL can be used as a benchmark for academia or other body
knowledge in studying the quality of services for public transportation. However, there
are several constraints that may be encountered, as in this study, such as the on-board



environment during data collection on the bus and peak-hour crash load. Nonetheless, it
can be prevented when researcher take some preliminary measures. In short, local
authorities and bus management companies should work together in improving the
service quality of the subsidized buses in order to maximize the number of ridership in
the future. To ensure that the subsidized bus services can operate for a longer period of
time, improvements and monitoring must be done on a regular basis.
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Perkhidmatan pengangkutan awam bersubsidi kebanyakannya akan ditawarkan di
kalangan masyarakat bandar bagi meminimumkan penggunaan sumber serta untuk
mengurangkan kesesakan lalu lintas. Selangor, antara negeri yang terdapat di Malaysia,
diketahui mengalami kesesakan lalu lintas yang teruk, terutama di Kajang yang berada
di tangga ke-empat (4) daerah teratas dengan jumlah Purata Lalu Lintas Harian (ADT)
tertinggi. Oleh itu, sebuah program tambang percuma, bas subsidi diperkenalkan untuk
mengurangkan kebergantungan kenderaan persendirian di kalangan orang ramai.
Khususnya di dalam kajia ini, bas subsidi digunakan untuk mengenal pasti tahap
perkhidmatan yang diberikan oleh pihak berkuasa tempatan di mana ianya merupakan
inisiatif dalam mengurangi kesesakan lalu lintas di Kajang. Pendekatan kaedah
campuran akan digunakan di dalam metodologi kajian. Pengkaji menggunakan kaedah
Level of Service (LOS) untuk mengukur prestasi operasi bas subsidi untuk tujuan
kualitatif. Sementara itu, kaedah kuantitatif menggunakan pendekatan berdasarkan soal
selidik untuk mengungkapkan faktor-faktor yang kemungkinan mempengaruhi kualiti
perkhidmatan bas subsidi dan serta ingin mengenal pasti tahap kepuasan penumpang
melalui dimensi SERVQUAL. Secara keseluruhan, LOS untuk perkhidmatan bas subsidi
di Kajang mencapai LOS D (standard yang dapat diterima) berdasarkan penilaian dari
empat (4) aspek utama iaitu frekuensi perkhidmatan, jangka masa perkhidmatan, kapasiti
penumpang dan kelajuan bas. Selain itu, kualiti perkhidmatan bas subsidi dipengaruhi
oleh dimensi "assurance" yang memberi kesan signifikan di dalam mempengaruhi
dimensi lain pada SERVQUAL juga. Penemuan ini dapat dikaitkan dengan pelbagai
jenis kategori penumpang yang terlibat di dalam kajian ini. Penyelidik menjalankan
kajian yang mewakili hampir semua kumpulan umur yang menggunakan bas subsidi
setiap hari. Tahap kepuasan penumpang juga dipertimbangkan di dalam kajian, dan
hasilnya semua penumpang menilai perkhidmatan bas subsidi di tahap berpuas hati.
Penumpang, pihak berkuasa tempatan, dan pengurusan bas harus bekerjasama untuk
memastikan usaha ini dapat dipertahankan dan, kesannya, kesesakan lalu lintas di Kajang
dapat dikurangkan. Di samping itu, kajian ini juga merupakan bonus kepada pentadbir
di mana mereka dapat memperoleh inspirasi dari kajian ini di dalam pembangunan dan
peningkatan jaringan pengangkutan awam di masa hadapan. Malah, penggunaan LOS



dan SERVQUAL boleh dijadikan sebagai penanda aras bagi ahli akademik atau badan
pengetahuan yang lain dalam mengkaji kualiti perkhidmatan untuk pengangkutan awam.
Namun, ada beberapa limitasi yang kemungkinan bakal dihadapi, seperti di dalam kajian
ini, iaitu situasi on-board ketika pengumpulan data di dalam bus dan kemungkinan beban
kemalangan berlaku pada waktu puncak. Namun begitu, ianya dapat dielakkan di mana
penyelidik mengambil beberapa langkah awal. Pendek kata, pihak berkuasa tempatan
dan syarikat pengurusan bas harus bekerjasama dalam meningkatkan kualiti
perkhidmatan bas subsidi bagi memaksimumkan jumlah penumpang di masa hadapan
untuk terus menggunakan bas. Bagi memastikan perkhidmatan bas subsidi dapat
beroperasi untuk jangka waktu yang lebih lama, penambahbaikan dan pemantauan harus
dilakukan secara berkala.
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CHAPTER 1

INTRODUCTION

1.1 Overview

Chapter 1 explains the background of the study, problem statements, objectives, research
questions, limitations on the scope of the study, assumptions and the significance of the
study. This study focuses on the service quality performance of subsidized bus services
through qualitative and quantitative approaches.

1.2 Background of study

Subsidized public transportation services are widely implemented in many modern cities
countries such as China, United States of America as well as India (Pojani & Stead,
2015). The concept of subsidized public transportation is about reducing the allocation
of resources and any externalities that influence the performance of public transportation
services (Serebrisky et. al, 2009). In other words, subsidization helps in balancing the
needs of economic and social sustainability, especially in a city that tries to introduce
setting fares for cost recovery (The World Bank, 2014). Additionally, subsidized public
transportation is characterized by the economy of scale where the marginal costs should
be below the average costs which directly lead to the positive externalities. This will lead
to the increase in travel volume of public transportation that will result in high frequency
of passengers and lower scheduling costs for the operation of public transportation.
Serebrisky et al. (2009) mentioned in their study that subsidizing public transportation
also contributes in balancing the competition between other alternative modes in the
aspects of society, infrastructure, pollution, congestion, road safety risks and
environmental aspects. In fact, the revolution of subsidization on bus services is
motivated by several reasons such as “social function” which focuses on vulnerable
groups such as low income households (van Goeverden et al., 2006). On top of that,
subsidized public transportation has become the top two (2) best instruments in
addressing the urban transport problems such as congestion, parking externalities and
pollution caused by private vehicles. It can be concluded that private vehicle users are
one of the main factors that contributes to congestion as it bring significant impact to
the other aspects discussed in previously.

Currently, Malaysia has more than 31.2 million registered vehicles in 2019 (Lim, 2020).
This number has posed major challenges and problems such as traffic congestion in this
country with more than eight (8) million households (Yeap, 2020). One of the most
developed states in Malaysia is Selangor which is known for its heavy traffic congestion
in the daily commute. This scenario is caused by the high level of private vehicles on the
road, around 410,719 , as shown by the Average Daily Traffic (ADT) in this state
(Ministry of Transport Malaysia, 2018). Hence, the Selangor state government has came



up with an initiative to subsidize public transportation by introducing SMART bus, a
subsidized bus or free transit program with the aim to encourage people to switch their
mode of transportation from private to public transportation. This is one of the programs
launched by the state government as part of the SMART Selangor programme. The
program, which provides subsidized bus transportation in the Shah Alam, Subang Jaya,
and Klang regions, began on July 1, 2015. The state government had provided 100 buses
serving 30 routes at the time (Michael, 2017) within towns and districts of Selangor. In
fact, the state government of Selangor introduced the 100" SMART bus on September
24, 2017, making it the program with the "Most Number of Free Shuttle Bus Services
Provided by a State Government" in the Malaysia Book of Records (Multiangled, 2018).
This is in line with the efforts introduced by the government, namely the National
Transport Policy 2019 — 2030 and MPK]j Local Plan (Addendum) 2035 which focuses
on the development of public transportation system in Malaysia. The bus route under
this program is determined using the key criteria of the First Last Mile, in which the bus
route is connected to bus transportation terminal. As a result, the route implemented can
be used to connect the SMART bus transportation route with the commuter station and
MRT or LRT. The term "subsidized bus" will be used overall in this study to refer to the
SMART bus in Kajang, Selangor. Even though this program covers all the towns and
districts of Selangor, for the purpose of this study the researcher will mainly focus on
Kajang town that ranked as the top four (4) in the assessment of ADT (46,607) (Ministry
of Transport Malaysia, 2017). Subsidized bus officially operated in Kajang in 2016.
Presently, there are five (5) main routes operated in Kajang that cover various areas
known as KJ01, KJ02, KJ03, KJ04 and KJO05. In detail, the operations of the bus starts
from 6 a.m. to 9.40 p.m. daily and can accommodate up to 60 passengers at one time
with the facilities for disabled-friendly seating area, CCTV as well as free Wi-Fi to
passengers (Michael, 2017).

Due to the extremely severe traffic conditions, especially during peak hours, the
subsidized bus programme was implemented. The congestion problem in Kajang is one
of the things that the rest of the world also is dealing with. Congestion is a common
phenomenon worldwide that could be attributed to modern society’s activities. The
extensive use of private vehicles in daily life leads to the overuse of roads that directly
affects waiting time for cars to move around. According to Thakur & Singh (2017),
congestion is caused by several factors; for instance, increase in population, poor
infrastructure, lack of alternate routes, no flexible working hours, lack of public
transportation and bottleneck network or routes design. Meanwhile, Malaysia was ranked
11" in 2017 as one of the most stressful countries in Asia based on the global rank due
to the air pollution, gender inequality and traffic level condition (Delhi, 2017). Traffic
congestion is explained based on several classifications such as facilities (roads, bridges,
etc.), magnitude (force or course of events) and recurring vs non-recurring (Thakur &
Singh, 2017). On average, the road users spend at least an average of 53 minutes in traffic
congestion before reaching their destination. Therefore, Almeslati et al. (2011) suggested
that to overcome road congestion, the development of efficient public transportation is
crucial in reducing the number of private vehicles on the roads. Reliable options with
good service quality should be provided by the government to attract the users to switch
from private vehicles to public transportation.



It should be highlighted, however, public transportation services must be at the best
standard in order to entice people to use it again. A good quality service is the key in the
development of economy, lessening impact on the environment and increasing capacity
to support the growth of population (Bachok et al., 2014). Therefore, it will be very
important to determine the quality of subsidized bus service performance for the
improvement in the future. Besides, the excellent quality service would help to portray a
good image for the connectivity of the mobility, especially in a busy town such as Kajang
(Ponrahono et al., 2016). In addition, the assessment of service quality can ensure that
passenger satisfaction is at a good level and the services are at an acceptable Level of
Service (LOS) practiced worldwide (Bachok et al., 2014; Wijerathna & Mazzulla, 2015;
Weng et al., 2018). The passenger satisfaction level is very important to help in
evaluating and improving the service level of public transportation as well as promoting
and enhancing the development of the traffic system (Weng et al., 2018). Meanwhile,
SEVQUAL was applied specifically to investigate how the service quality of subsidized
buses corresponds to the satisfaction of passengers. Under SERVQUAL, the quality of
service has been described with the help of five (5) dimensions. There are reliability,
assurance, tangibility, empathy responsiveness. Yao et al. (2014) mentioned that
SERVQUAL is the most widely used tool for assessing service quality because balancing
passenger expectations with the quality of service provided is a very difficult process,
thus, the application of SERVQUAL will aid in identifying the quality of subsidized bus
services. In other words, the reliable quality of service play an important role in
influencing the level of satisfaction among passengers. This is further supported by
Shaaban & Kbhalil (2013) who posited that in order to attract people to use the public
transportation system in the city, it is crucial to enhance the quality of service that
contributes to the reduction of traffic congestion issue. In many transportation service
performance assessments, findings show that high facilities, convenient and effective
services will attract more ridership (Ismail et al., 2012). Besides identifying the service
quality of subsidized buses, the LOS assessment is also used as one of the indicators in
improving public transportation system to become more efficient and effective.

The Level of Service (LOS) introduced by High Capacity Manual is a measure used to
assess how well a transportation facility is performing from the perspective of passengers
(Etection et al., 2005). According to Chen & Larry (2009) analysis from LOS was
recommended in conducting the assessment related to operational performance of the
roadway facilities. This assessment would help in planning the city area to become better,
especially with regard to the issue of traffic network condition. Six levels of service are
typically defined, each with a letter designation ranging from A to F, with LOS A
representing the best operating conditions and LOS F representing the worst. LOS helps
in highlighting important aspects related to passengers' perception as well as service
quality provided by bus service (Das & Pandit, 2013b). Therefore, in this study, in
assessing the quality of service of subsidized buses the LOS and SERVQUAL
dimensions become the main focus in identifying the current performance of subsidized
buses in Kajang, Selangor.



1.3 Problem Statement

Bus service performance is one of the great interests among researchers and
organizations in the transportation field. Service performance is indirectly influenced by
the satisfaction level among passengers as well as the level of service provided to them.
Service quality play a crucial role in reducing traffic congestion by bringing in new
passengers to use the public transportation system rather than private vehicle (Guirao et
al., 2016). Therefore, it is very important to provide the best quality of service to
passengers. However, there are various conflicts experienced by passengers that use
public transportation system which impact the performance of the bus service (Brysland
& Curry, 2001).

The first issue highlighted is improper bus service delivery performance within the public
transportation sector in Malaysia. According to Ponrahono et al. (2016), based on
settlement forms, socio-demographic and trip characteristics of the good urbanization
process, the present bus system in Malaysia is inappropriate and inadequate to fulfill the
needs of passengers. This contributes to the worsening of service in the public
transportation system. The gap between expected and perceived quality of service should
be captured to identify the problem faced by bus transportation system (Weng et al.,
2018) especially in Malaysia. There are various possibilities as to why the gap exists.
One such example is poorly trained management who is incapable of meeting the
standard of a good quality service, which affects the level of satisfaction of passengers
(Weng et al., 2018). Besides, Bellizzi et al. (2020) observed that there is a lack of studies
related to the service quality of public transportation. Most of the studies focused on both
current and potential users and at the end they had come out with an idea to differentiate
between expected and desired quality within the transportation system among current
and potential users. However, Hensher (2015) mentioned that even though there were
improvement initiatives related to bus service, the ideal of improvement is still poorly
understood considering the limited effort being made to passengers for greater
improvement in bus service at the end.

The poor performance of public transportation system, especially for bus services hardly
makes it the transportation mode of choice. The major issue quoted by passengers when
they talk about public transportation is their poor service (E. Zulaika, 2015). This is due
to the problem with the circulation of services provided by the bus that directly affect the
passengers such as bus stop, punctuality, bus availability and also information on the bus
(Dahalan et al., 2017). Furthermore, a survey by Abeid (2015) stated that passengers
found that bus service is the most unpleasant service in satisfying the passengers’ needs
as passengers had high expectations on various aspects such as comfort, cost, safety of
the bus, travelling time, bus stop condition, waiting time, safety during trip, bus boarding
and others. A study by Wijerathna & Mazzulla (2015) also agreed that the major issues
faced by passengers were mainly related to the performance of bus service such as
facilities, maintenance of bus stops, cost and ticketing process, cleanliness and also poor
road infrastructure.



In Malaysia, the evaluation of service quality among subsidized buses is still
underdeveloped. Subsidized buses are one of the local government measures such as in
Kajang to limit the use of private vehicles. So, in order to encourage people to use
subsidized buses, it is critical to evaluate the level of service of subsidized bus on a
regular basis, in accordance with changes in Malaysia's development trajectory. To
substantiate this statement, Table 1.1 below summarizes few findings from prior studies
conducted in Malaysia and the rest of the world related with public transportation.
Therefore, this study was conducted not only to provide a better understanding on
important factors that influence the quality of a public transportation services, but also
to contribute in the improvement of service performance in the future by considering its
ability to fulfil the needs of passengers where can be used as benchmark to compare the
quality of public transportation services with similar environmental and economic
conditions. Overall, it can be stated that public transportation studies, particularly for
subsidized buses, is still in its infancy in Malaysia. In fact, there is no precise reference
that the government can used to improve or develop good public transportation. Even
though, there have been several studies undertaken in other nations, but need to know
that the climate, economic, and cultural aspects in Malaysia are vastly different. As a
result, it is expected that this study will aid many parties in improving the quality of
public transportation in Malaysia.

Table 1.1 : Summary of Findings Related with Public Transportation

References Findings Reseach Gaps
Accessibility to the bus Higlighted on the surface only
terminal is sometimes  without discussing further the
problematic  because = bus main factors and possible

. terminals are typically located recommendations to solve the

Rahim et al., S o

near the city's border. Public issues
2021 .

transportation  also  suffers

from a lack of service quality,

such as a lack of safety and

comfort for passengers

Passengers' perceptions of Focuses on the passengers who
< public  transportation in board the bus and does not overly

Faizun et al., ; ; . s -
Malaysia are still negative, focus on the facilities provided by

2020 - : :
with bus services becoming the  the bus management.
second best alternative
Public  transportation was Emphasizes how crucial comfort
regarded as unpleasant, and is for young  passengers'
passengers indicated a more satisfaction. But passengers who

Stojicetal.,  unfavourable attitude toward use public transportation came

2020 their daily commute than from diverse ages,thus, the

passengers of other means of
transportation.

analysis does not represent the
total passenger population that
using public transportation.




Table 1.1 : Continued

Imre &
Celebi, 2017

Passengers' stress levels are
greatly increased by
uncertainties  in  journey
durations and traffic jams,
according to empirical studies,
and as a result, journey times
influence passengers' quality
of life.

Only analyzes the perception of
comfort in public transportation
networks. Other factors such as
attitude, public transportation
schedules, and location of stops
are not taken into consideration.

Shen et al.,
2016

In-vehicle time considerably
affects passenger comfort
perception as does passenger
load factor, and has a more
significant impact on standing
passengers than seated one

This research was only about the
load factor and in vehicle time
only. The variables such as
attitude of driver, passengers and
also the condition of buses and
bus stops are not being explained

Rohani et al.,
2013

Factor affecting bus ridership
cames from external and
internal  aspects.  External
aspects consist of transit
demand and supply and for

Most of the examples such as
surveys were from the outside of
Malaysia.Thus, lot of research
should be done regarding services
of bus in Malaysia

internal aspects from the
quality of services and service
orientation

Waiting time, cleanliness and
comfort are the variables that
users most valued. As for
driver kindness, bus occupancy
and journey time are generally
given less weight in this study

The modelling had resulted
several incorrect sign of the
variables due to the users that
only consider journey time,
waiting time and level of
occupancy

Dell’Olio et
al., 2011

The second issue that frequently comes up in studies is low ridership and dissatisfaction
with public bus transportation among passengers in Malaysia. Passengers would be
satisfied with the service provided when it meets their expectations, either subjective or
objective (Wijerathna & Mazzulla, 2015). According to Eboli & Mazzulla (2012) a
subjective measure is normally based on the evaluation of passengers’ perception.
Objective measure, on the other hand, represents any decentralization performance
measure made explicit through numerical values that should be compared with fixed
standards or past performance. Therefore, it is very important to ensure good service
performance, particularly in public transportation, because when service quality falls
under passenger expectations, it leads to dissatisfaction among them (Wijerathna &
Mazzulla, 2015a; Woldeamanuel & Cyganski, 2011)

According to Haron & Tahir (2018), the recent population growth in Malaysia has
brought a huge impact, especially on traffic congestion in major cities such as Kajang.
To overcome this issue, the government introduced an inititive called the Bus Network
Revamp (BNR) with the aim to split the existing bus corridors into smaller corridors for
better improvement in the service efficiency. Kajang was selected as one of the target



towns in this program. This indicates that the authorities have begun to include a
reasonable standard of service quality level in public transportation planning and
development allocation. Passenger satisfaction becomes the main priority of the
improvement program. However, there are some dissatisfaction voiced out generally by
the passengers who used the bus as their main mode of transportation at the present
(Haron & Tahir, 2018). Thus, an assessment of the service delivery performance and
quality are needed. Moreover, there are limited studies being conducted on analyzing the
service quality and bus performance within the town of Kajang (Haron & Tahir, 2018).

Gogoi (2019) stated that a good service quality is focused on elements of service
efficiency, effectiveness and comprehensive scientific model of passengers’ satisfaction
level. There are several indicators of passengers’ satisfaction that needs to be highlighted
and emphasized to ensure continuous improvement on public transportation services
such as comfortability, reliability and punctuality. Clearly, it is very important to
understand the aspect of satisfaction and dissatisfaction among passengers who choose
public transportation as their main mode. Weng et al. (2018) suggested that in order to
identify the key factors of the trip process, a questionnaire evaluating the ongoing
services must be administered. This would assist in determining the satisfaction level of
passengers and improvement on the quality level of public transportation. The delivery
of high quality of services is expected by public transportation users in order for them to
trust the transportation system and be satisfied with the services. Additionally, the quality
of bus service is also influenced by the revenue of transport operation and transport
authorities subsidies and programs (Bellizzi et al., 2020).

Oluwaseyi & Olaniyi (2018) mentioned that another important aspect of good service
quality is the role of bus drivers during the operation. Even though the frequency of using
bus services is different from one passenger to another, their opinions related to service
performance can be taken into account because drivers’ behavior may lead to the
perception of poor quality of services too (Rahman et al., 2015). There are studies on
passengers’ satisfaction that focus on public transportation services based on daily
ridership, and bus was mentioned as the least favorable mode compared to rail services
(Fornell et al., 1994; Friman & Fellesson, 2009; van Lierop, Badami, & EI-Geneidy,
2018). A study by Tri B. Joewono, Tarigan, & Susilo (2016) found that poor services
provided by the operators include bus delay and inadequate information which have led
to the negative judgement of passengers while using the bus services. Previous studies
such as the ones conducted by Oluwaseyi & Olaniyi (2018) mostly focused on positive
expectation and had neglected negative expectation of the passengers. Besides, public
institutions, due to the fact that they are non-profit oriented, have also yet to conduct
research to assess passenger satisfaction (Abeid, 2015). Another factor that could explain
the limited success among local authorities in providing high-performance free bus
services is the tendency to expense all efforts in the interest of the operators while
ignoring passengers’ preferences (Wu et al., 2016).

Transit ridership among passengers is beneficial because it will bring valuable
opportunities for modest daily physical activity such as when the passangers walk to the
station or take the stairs (Collins & Agarwal, 2015). However, bus ridership in past
decades has decreased gradually due to the increasing number of private vehicles on the



road. This situation leads to traffic congestion which directly lengthens bus travel time
during the ride, which then contributes to the declining ridership among the passengers
(Projects, 2019). This decline is unfortunate because bus services do not only help to
transport passengers from low-income families and those with disabilities, but to a
certain degree, also address both congestion and pollution in some areas (Projects, 2019).

Hence, an investigation related to the key factors that influence the satisfaction level of
passengers should be identified as they are very important in optimizing and maintaining
bus service performance. This study also helps in identifying the factors that could
influence the pattern of travel behavior among passengers which can then be used to
attract new users to use the bus service.

Lastly, the lack of interrelation between passengers and service delivery performance in
quality assessment in publc bus transportation sector. Satisfaction level among
passengers are directly influenced by the service quality provided. This is because the
performance of bus service will be measured based on passenger satisfaction or through
the complaints received by the bus management (Berezny & Koneény, 2017). However,
according to Haron et al. (2013), in rating service performance past studies mainly
focused on the conventional method that looked at bus capacity, frequency of bus and
efficiency of bus, but overlook the marketing aspects from the passengers’ perspectives
that actually plays a vital role in evaluating the quality of service provided by local
authorities. Further, many reports and studies, for instance one by Haron & Tahir (2018),
only discussed providing the service, but neglected to look at factors or startegies that
help in providing good quality service among passengers.

Gogoi (2019) stated that it is very important to provide a very efficient and effective
service that fulfils the passengers’ needs. Besides, Weng et al. (2018) recommended that
future research investigate the relationship between passenger’s individual
characteristics and service quality perception. This is due to the various studies that only
focus on bus passengers and service quality efficiency separately whereas in fact, there
is a significant gap in the interrelation between both of these aspects (Yao et al., 2020).
Gogoi's (2019) passenger satisfaction parameter could assist in improving the
performance of bus service delivery where it will help in the survival of local authorities
or corporation that manages bus service. To provide great service local authorities should
make a priority to understand passengers’ needs and expectations before implementing
suitable services (Ok & Hengsadeekul, 2018).

The relationship between these parameters is complex in process because these
parameters interconnected with one another where it is very important in the process of
quality management (Mahmoud & Hine, 2016). The mechanism between both of these
parameters is an important indicator in expanding service quality research related to
public transportation performance in Malaysia (Haron et al., 2013).
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Purpose of Study

The main purpose of this study was to determine the Level of Service (LOS) of
subsidized bus in Kajang, Selangor using mixed method approaches.

Research Objectives

The specific objectives have been outlined to align with the purpose of this study:
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1.6

16.1

To assess the Level of Service (LOS) of subsidized bus service in Kajang,
Selangor

To identify the factors of service quality affecting passenger satisfaction of
subsidized bus service in Kajang, Selangor

To evaluate the level of passenger satisfaction of subsidized bus service in
Kajang, Selangor

To determine the relationship between service quality and level of passenger
satisfaction of subsidized bus service in Kajang, Selangor

Research Questions

What is the Level of Service (LOS) of subsidized bus service in Kajang,
Selangor?

What are the factors of service quality affecting passenger satisfaction of
subsidized bus service in Kajang, Selangor?

What is the level of passenger satisfaction of subsidized bus service in Kajang,
Selangor?

What is the relationship between service quality and level of passenger
satisfaction of subsidized bus service in Kajang, Selangor?

Limitation

On board Environment of Subsidized bus

The conditions of bus interior during on board are different during one (1) trip compared
to another. Currently, there are five (5) main routes with the total number of twelve (12)
buses provided in Kajang but this study only focuses on three (3) routes that are KJ01,
KJ02 and KJ03. The different driving techniques or skills of the bus driver for each bus
would also influence the on board scenario. Therefore, strategies in reducing this
limitation were taken in dealing with the bus management and bus drivers. In addition,
the condition of buses and route network for each route were checked. During data
collection, a group of enumerators used the same bus and with the same bus drivers to
control for the effects relating to the condition of the bus such as speed and driving skills
for the bus driver.



1.6.2  Crash load Passenger during Peak Hours

The respondents were chosen based on the convenience sampling technique during the
on board survey where the researcher distributed the questionnaire to passengers nearest
to them. However, crash load could happen, especially to researchers who do not have
any experiences on how to deal with that situation. Commonly, crash load happens
during peak hours, especially in the afternoon when there are possibilities that the quality
of the answers for the questionnaire would vary. Thus, before data collection the
enumerators were briefed on how to approach the passengers and deal with them during
peak hours. Besides, each of them was given a set of “cue cards” that will help them
elicit from the passengers good quality answers within the shortest time possible.

1.7 Assumptions

1.7.1  Service Quality of Public Transportation

By the end of the study, the data for the current bus service quality level will be utilized
as baseline data to improve the operation of subsidized bus services, facilities, route
networks and operating system. This would in turn help in the provision of an effective
and efficient public transportation system in Malaysia. It is very important for top
management to capture the loyalty of passengers by improving their service quality
especially in major cities such as Kajang.

1.7.2  Passenger Satisfaction

Besides that, this study also provides baseline data on the passenger satisfaction level
that can be beneficial in upgrading the quality of service for subsidized bus in Kajang.
All the feedback, comments and complaints obtained throughout this study would help
the top management in improving the quality of service in order to attract the existing
and new passengers. Bus service improvements would increase passengers’ loyalty in
choosing the SUBSIDIZED bus as the main mode of transportation for their daily
commute.
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1.8 Significance of Study

1.8.1  State of Selangor, Regional and Local Authorities

The findings of this study can be used by the authorities in improving the subsidized bus
services within the development of an upgrading the functionality and strategic
approaches on the subsdized bus. Before formulating policies, it is very important to
understand and identify which aspects of the bus transportation services influence
satisfaction level and loyalty of passengers in continuing to ride the bus. While
understanding user satisfaction based on the specific routes provided, it is recommended
for authorities and public transport agencies to focus and work together in increasing
loyalty among the passengers. Apart from that, this study also aims to address several
goals to establish a comprehensive bus quality system and to develop optimization
scenarios for bus services that take into account various categories of passengers.

1.8.2  Academia and Body Knowledge

This study has a significant impact on academics, particularly because the study about
subsidized bus services is arguably still lacking in Malaysia compared to other countries.
In fact, the methodology used in this study can serve as a model for other academics who
want to use Level of Service (LOS) and SERVQUAL to determine the quality of public
transportation services. The application of these two methodologies is very suitable to
be used in line with the current situation and environment of our country.

1.8.3  Passengers of Subsidized Bus

This study has become one of the platforms for passengers to give feedback, complaints,
comments or any objections in improving the operation of the subsidize bus services.
From the data and observation gathered during this study it was found that most of the
passengers were around 15 years old and above. According to the Department of Statistic
Malaysia 2006 - 2011, 6.3% of Malaysian youths, which are 15 to 40 of age still required
additional public transportation around the area of their residence and place of work
(Dahalan et al., 2017; The Malaysian Institute for Research in Youth Development,
2011). In other words, most of the passengers are residents from the various
neighborhoods who commute using the bus service to reach their destinations such as
schools, commercial areas, religious centres and also universities. Through this study,
the passengers had an opportunity to explain the difficulties that they experience when
riding the subsidized bus. They also took the opportunity to come out with suggestions
and recommendations on improving its services.
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1.8.4  Application of Theory

A significant contribution of this study is it will become one of the sources for future
studies that focus on the enhancement in using SERVQUAL (passenger satisfaction) and
the Level of Service (LOS). Both of these aspects can be used as a benchmark for public
transportation quality indicators. Most of SERVQUAL studies have previously focused
on various kinds of service quality activities such as restaurant, tourism and also
hospitality. However, SERVQUAL is rarely used in public transportation activities (Mat
Shukri & Ponrahono, 2019). As for the LOS, it has the potential to be considered one of
the main criteria for local authorities and public transportation agencies to become as an
indicator for them to solve the traffic condition which will not only benefit the subsidized
bus but other transports as well.

1.9 Operational Definition

There are a few terminologies that will be used frequently during this study. Each
terminology has its own operational definition, however, it has been tailored to the actual
condition and circumstances of subsidized buses in Kajang, Selangor.

a) Subsidized bus: A free transit program launched by Selangor state government
known as SMART bus.

b)  Level of Service (LOS): An operational conditions assessment of subsidized
buses which cover four (4) main aspects that are fixed-route hours, fixed-route
service frequency, passenger threshold and bus speed.

c¢) SERVQUAL: A measurement for evaluating the quality of subsidized bus

services from the perspective of passengers, based on five (5) main dimensions:
reliability, assurance, tangibility, empathy and responsiveness.

12
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111 Summary

Concisely, subsidized buses are one of the most effective efforts by the local authorities
in improving traffic conditions, particularly for this study in Kajang, while also attracting
individuals to switch from their private vehicles to subsidized public transportation. This
subsidized buses initiative has brought a huge impact in revolutionizing public
transportation where service quality performance is not only based on policies but also
comments and feedbacks from the passengers themselves. Despite the introduction of
subsidized buses, however, traffic levels remain high. According to the findings of the
literature review, some of the most important factors affecting public transportation
remain unsatisfactory due to poor bus service delivery performance that interrelate with
other factors such as public transportation passengers dissatisfaction and lack of studies
focusing on both, service quality of buses with passenger satisfaction. As a contrary, this
study will be focused on determining the level of service for subsidized buses in Kajang,
Selangor, in order to identify and show the true difficulties that exist by using mixed
method approaches. The findings of this study will be useful to various stakeholders,
particularly state, regional, and local authorities, in planning the public transportation
system network not only in Kajang but throughout Malaysia too. In addition, academia
and passengers alike can utilize this study to share their perspectives and use it as a
reference for future research. The next chapter will go through this study in greater detail,
which will aid in the methodological processes for Chapter 3.
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