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Abstract

Thiz study attempis to examine the Service Quality and Customer Satisfaction of Public
Transportation in Rupandehi distriet, For this purpose, SERVQUAL RECSA model
was used 1o examine the level and influence of service quality on customer satisfaction
of public transportation,

Descriptive and causal research designs were employed in the study. The respondents
of the study were public transportation users from Butwal sub- metropolitan city, The
data from 390 respondents were examined from the convenience sampling method.
Pearson’s correlation test revealed that all the factors i.e. safety, comfort, affordability,
and reliability were positively correlated with customer satsfaction, whereas
responsivencss is strongly comrelated. Moreover, there is alse ihe positive and
significant effect of safety. comfort, affordability, relinbility and responsiveness on
passengers satisfaction. [t means passenger of mierobus of Rupandehi perceive that
they get satisfaction, il there is provided safety, comfor, affordable fare af bus and
responsiveness of bus siafTs. However, it 14 found that the responsiveness of service is
highly influencing factor in customer satisfaclion among comfort, safety, affordability.
and reliability.

Keywords: SERVQUAL RECSA, Cusiomer Satisfaction
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Chapter 1
Introduction
Background of the study

Public transporation isa shared passenger wrangport service that the general public can
use to get from one place 10 another. It is not 1o be confused with other transporiation

options like sharing a car, taxis. o hired cars, which are not shared by ather pecple if a
privale arrangement is reached. Therefore, public transpottation options may comprise
huses, raing, air carriers, and fast transits, depending on the needs of the person or
country (Ranswana & Hewage. 2013). Tran and Kleiner (2005) define public
ransportation is any mode of lransportation that offers the peneral public continuous
peneral or specialized uransit, such as trolleys, buses, subways, trains, and ferry boals.
The authors also show how important public transil is, showing them that it improves
up everyday lile. reduces costs. and generates emplayment opportunities. Chee and
Ipcqueline (2013) stated that the mobility with which individuals can move around for

their everyday tasks is greatly enhanced by public ransportation.

An effective public transportation system maxinizes the use of urban space, offers cost-
offective. efficient mobility, and facilitates access to jobs educational institutions,
ocial and recreational activities, and business activities. Although a conventional bus
can accommodate about forty times more PasSEREES than a car, it takes up the same
amount of available space. In the context of Kathmandu, where over the previous Len
YA, molorization has expanded by 2% annually and the population has increased by
4.32% annually (CBS. 2001: DoTM, 2013), while the modal share of public
wransportalion has stayed constant (MoPIT/HCA, 2012}, The first public transportation
in Mepal was introduced by Nepal Transport Qervice in September 1959 with a local
bus service berween Kathmandu and Patan. It had a fleet of eleven buses at its peak,
carrying over 10,000 people every day, before it closed in 1966. A cooperative called
Sajha Yatayal began pperating public transit in Nepal in 1961-1%62, serving
commuters traveling between districts 48 weell as within the Kathmandu Valley. Electric
trolley buses were first used in 1975 o travel the 13-kilometer distance between
Tripureshwor and Suryabinayak. While Sajha Yatayat and the Trolleybuses both
offered efficient public transportation for many years in Kathmandu, they lost their

luster alter 19940 due 1o negative management and politieal engaging ata time when the
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private seclor was beginning 10 make sipnificant inroads into the transportation
industry. More operators entered the market as public transportation was privatized, but
a5 a result of the share system and ineffective governmen! planning and owversight,
services gradually declined (Clean Energy Mepal, 2014). A micro bus typically refers
to 4 small passenger vehicle designed to carry a small number of passéngers, usually
up to 30 peaple. In the context of Rupandehi district, specially serving the area which
travel by the distance of 30 km might imply a specific route that microbuses operate

from Butwal sub- metropalitan city.

According 1o Girma and Woldeiensae (2022), transporiation is essential for the
mavement of people and things, and it's important to keeping the economy strong. The
traditional bus is the most widely used form of public transporiation in the majority of
developing nations because 1o its low initial and ongoing expenses, adaptability as a
route and connectivity into town and eity centers, Moreover, the rapid increase in the
utilization of public bus trnsportation may be related to its numerous advantages,
which encompassed enhanced individual and financial opportunities, decreased traffic
and fuel ussge, and decreased quantities of carbon dioxide. In light of this, public
transportation is seen as essential to addressing the nation's energy, economic, and

environmental issues as well as a means of achieving enhancing the quality of life.

Quality is defined as fulfilling the requirements of the customer in an effort to satisty
their needs to make sure that clients keep coming back to the firm for repeat purchases,
it's critical to measure the quality of the service. SBimilar conceptls apply in the transport
industry. In the event that the consumer is satisfied with the performance of bus. they
will use it again. The SERVOQUAL model of Parasuraman et al. (1988) proposed a five-
dimensional construct of perceived service guality-tangibles, rehiability,
responsiveness, assurance, and empathy- with items reflecting both expectation and
perceived performance. Additionally, it's likely that consumers will keep using the bus
service since they believe it will meet their needs. Service quality can be defined as the
degree to which the customer feels that the service they received meets or exceeds their

expeclations.

Customer satisfaction is considered 1o be the most crucial consideration Khurshid et al,

(20123, When a business fails 1o satisly the needs of'its customers, they will be replaced

by another. therefore businesses that provide a variety of services need to be particularly

careful because cerfain behaviors are crucial to atiracting inand mainlaining customers.
2




Customer satisfaction can be defined as the whole of a customer's assessment of an
offering's performance currently, Sigala (2004) experience of expected results being
fulfillee might be characterized as satisfying, Anderson ct al. (2009) state that service
aperational failures, including transportation delays, have an impact on consumers
pleasure. Customers get influenced as a result, which makes them dissatisfied.
Cuslomer satisfaction has been affected by employee friendliness, particularly bus

drivers' actions in connection to service frequency.
Statement of the Problem

Public transporiation is important for economic development and growth because il
makes it easier for labor, raw materials, finished goods, and jobs 1o be created in the
ceonomy, businesses and individuals who have no private vehicles can carry their
products with the help of public transportation facilities (Cavana et al., 2007). However,
the incresse in private vehicle ownership 15 an immediate result of public
ransportation’s  inefficiency, Evaluating how  passengers feel about public
ransportation and suggesting ways 1o enhance it are essential phases, Furthermaore.
analyzing the effectiveness of micro bus is essential fior improving the public
ransportation system as overall. 1o betler serve passengers and reduce the increasing
demand on private vehicles, there should be adopted different measures that can
discourage the use of inefficient vehicles and provide more efficient public

transportation services.

In tecent vears, the global transportation landscape has witnessed significant shifis in
consumer preferences. technological advancements, and environmential concerns.
Amidst these changes, public transporiation sysiems play a pivotal role in providing
cificient. sustainabie, and accessible mohility solutions for millions of individuals
worldwide. However, ensuring high service quality and customer satisfaction remains
a persistent challenge faced by public transporiation authorities across intemational
contexts. Nepal faces significant challenges in its public transportation sector, hindering

ihe provision of efficient, safe, and accessible mobility for its citizens.

Harsu and Yeboah (2015) employed the RECSA model in his study, This study looks
at five imporiant factors 1o determine how service quality and customer satistaction
relate to each other in Mepal's transportation indusiry 1.e. afTordability, comfort, safety,

driver behavior, and continuous service. Customer satisfaction and the relationship are




positively and significamly correlated. underscoring the significance of service quality
in influencing passengers' impressions, 1t was found that continuous service, comfort,
affordability, and dependability have sipnificant positive cffects on consumer
satisfaction. safety has a favorable but lintle impagt. The research also indicates that
driver hehavior has a negative impact on customer satisfaction, indicating that
addressing this issue could improve the pereeption of overall serviee quality. The
importance of addressing various factors, including driver behavior, to improve
passengers’ overall experience and satisfaction levels is highlighted by these findings,
which highlight the complex relationship between service quality and customer

happiness in Nepal's public transportation system.

Very few studies have examined the quality of services in public transporiation in
Mepal, considering the reality thal numerous studies have examined service quality in
various seetors. Public transportation plays a vital role in both urban and rural parts of
Nepal: yet. there is a significant gap between the quality of service that these systems
affer and the requirements and expectations of those whe use them. Insufficient service
quality, poor route service, overcrowding safely issues. insufficient facilities, ouidated
ticketing systems, and inconsisient fare structure are some of the commaen issues thal
highlight this gap. Therefore, passengers frequently teel irritated, dissatisfied and
satisfied with the public means of ransportation that are available to them. In order to
improve service quality as well as customer satisfaction with public transportation in
Mepal focusing the Rupandehi District, itis important that these issues be identified and

solved. On the basis of above issue following questions are raised;

» Isthere any difference in perceptions of safety, comfort, alTordability, reliability
arid responsiveness among distinct gender and age groups?
o s there any relationship between safety, comfort, affordability, reliability and

responsiveness and customer satisfaction towards public transporiaion?

s« Are there any effecis of salely. comlon, affordability, reliability and

responsiveness on cuslomer satisfaction towards public transportation?
Objectives of the study

The peneral objective of this study is Lo find out the service quality and customer

satisfaction twwards public ransportation. The speeific objectives are as follows:




s To delermine the differences in perceptions of safety, comfort, affordability,
reliability and responsiveness among distinct gender and age groups.
o To measure the relationship between safety, comfort, affordability, reliability,

respensiveness and customer satisfaction.

« To examine the effects of safety, comfort. affordability, reliability and

responsivencss on customer satisfaction.
Hypothesis
The hypothesis of the study is as mentioned below:
H,: There is significant efTect of safety on cusiomer satisfaction.
Ha: There is significant effect of comfort on customer satisfaction.
Hy: There is significant elfect of alTordability on customer satisfaction.
M4 There is significant effect of reliability on customer satisfaction.
Hs: There is significant effect of responsiveness on customer satisfaction.
Rationale of study

The researcher contends that the fndings of this investigation will offer valuable
imsights for public transportation agencies, leading 1o actionable recommendations
aimed at improving customer satisfaction. Moreover, this research assists policymakers
in understanding the cconomic implications of the public urban transportation industry,

facilitating informed strategic decisions regarding operational aspects.
Limitations of the study

During the research, the researcher faced some limitation while analyzing the service
guality and customer satisfaction towards public transporiation in Butwal Sub-

metrapalitan City, Some of the limitations are as follows:

o In this study, only two independent variables have been drawn from
SERVOUAL dimensions, while only three independent variables have been
selected from RESCA dimensions.

s The study arca only takes the customers who travel by microbus from Butwal

Sub- metropalitan city within the area of 30 km.

® The study has been based on primary.data.




* It is purcly quantitative.

*  Questionnaire is utilized to gather data on various independent and dependent
variables. employing five-point Liken seales in this study.




Chapter 11
Review of Literature

A eritical review of the literature helps us 10 know or develop through understanding
and insight into previous resenrch works that relates to our study. The literature survey
also provides the foundation For developing a comprehensive theoretical framework.
Designing a study involves several decisions as to whal variables to include and how

to measure them, what techniques to use and so on
Theoretical review
SERVOUAL Model

Parasuraman et al. {1985 & 1988) developed SERVQUAL Maodel is one of the most
commonly utilized scales for measuring service quality. Measuring the perception of
seryice guality among consumers is a very complex provess. Numerous research studies
have been carried out in order to gauge the level of service quality. Still marketing
practitioners  have consistently I;J.ﬁl't?_‘.ﬁd the service quality model known as
SERVQUAL, which was developed by Parasuraman et al. (1983 and 1988). This model
is based on the measurement of the discrepancy between the perceived service quality
and the anticipated service guality. Originally. a total of fen dimensions of service
quality were proposed. including reliability, responsiveness. compeience, access,
courtesy, communication, credibility, security, understanding the consumer, and

tangibles.

However, these variables were ultimately reduced o five fundamental dimensions,
which became the RATER model Parasuraman et al. (1991): responsiveness, fangibles,
empathy, assurance, and reliability. Although the SERVOQUAL model's dimensions ane
significant components of service quality, many academics question whether they can
be used o assess service guality in other service-related businesses. As a result,
researchers create additional models for evaluating the quality of services, The gap
between @ customer's expectations of a service offering and their impressions of the

service they actually received is how the SERVQUAL model defines service quality.

The dimensions emphasized in the SERVQUAL model primarily cenier on the human
aspects of service delivery such as responsiveness, reliability, assurance, and empathy,
along with the tangibles of service. Actording to Ladhan (20049, while the

SERVOUAL model serves as a robust seale for assessing service guality across diverse
T




ndustries. it i€ essential w tailor the seléction of dimensions to the specific service
heing evaluated to ensure the credibility and validity of the results. Therefore, we will
adopl this model because it considers both customer cxpectations and perceptions of
the service, offering a comprehensive approach to measuring serviee quality within the
service sector, as highlighted by Shahin {2004,

RECSA Maodel

The RECSA model was introduced by McKnight et al. (1986). The abbreviated form
stande for religbility, extend of service. comfort, safety, and affordability.
The RECSA model isa useful tool for assessing the quality of transportation services,
however it excludes the contributions made by the driver, crew, ticketing service, and
additionul services provided by service providers. This is the reason why Horsu and
Yehoah (20157 used an updated RECSA model in their study on the "influence of
service quality on customer satisfaction on mini cab taxi service in Cape Coast." In
order 10 update the model, they added a new dimension called "driver behavior.”
Although the RECSA model can be a useful instrument for assessing the quality of
transportation services, it fails to consider the role played by the driver and stafl, ticket
services, and extra services provided by service providers. This study uses the REC SA
mode] with few changes to investigate the link and impact of service guality on
customer satisfaction, The nature of the investigation necessitates the introduction ol
new variables into the model. Seven factors include reliability, price, discounts and
promotions, safety, comfor. and driver behavior were utilized in the research 1o

evaluate service quality while looking at how it related to customer satisfaction.
Empirical review

Amponsah and Adams (2016) examine the relationship between customer happiness
and service quality in the region’s public transpertation system in WVancouver, British
Columbia, Canada. For the study. a judgment sample of 205 people was drawn from
the Translink system's meiropolitan population. For the research, the SERVQUAL
madel which is well-known for its reliability in measuring customer satisfaction was
modified. In order to assess the system's serviee quality, the study's dimensions were
clussified as tangible and intangible for consumers of transportation. The study's
primary conclusions found a strong corrclation between customer satisfaction, bus

overcrowding, and overall service satisfaction and service quality.




By utilizing the RECSA maodel in connection with driver behavior, (Gokhale, 2021)
research aimed o determine the velationship between consumer satisfaction and the
quality of service provided by taxi services in Bengaluru, India, A questionnaire was
distributed to 212 respondents. and the method used included multiple regression
analysis. descriptive statistics. and Pearson’s correlation. Each of these characteristics
and the dependent variable, or consumer smisfaction, were found to be positively and
significantly correlated, The resulis of Pearson's comelation test indicated that there was
a significant relationship between all the variables and customer satisfaction, with a
strong correlation found between comfort and service quality, Six RECSA aciors were
shown 1o be responsible fur 97% of the variation in custoner satisfaction, depending to
the results.

Khurshid et al. (2012) the research aimed 1o determine the relationship between these
variables and the impact of service guality en customer satisfaction. A convenience
sample was selected. comptising 120 respondents, evenly split between men and
women. Data collection tools were employed 1o assess customer satisfaction and
service qualily perceptions. Two separate datasets were analyzed using regression
coefficients, The empirical findings revealed a positive correlation between consumer

satisfaction and service quality in Pakistan's public transporiation sector.

Horsu and Yeboah (2015) used RESCA model (Service Quality) along with an
additional variable 1o explore the relationship and effects of service quality on customer
satisfaction, The stedy's main focus was on Cape Coast, Ghana's minicab and taxi
services client satisfaction. The relationship between each of the six variables
reliahility. confinuous service. safety, comfort, affordability, and drive behavior and
consumer satisfaclion was investigated through testing, All the variables showed a
positive and significant link with cuslomer satisfaction, according to- Pearson
correlation analysis. Six hypotheses were explored 10 look al how these variables
affected customer satisfaction. The results of the multiple regression analysis
demonstrated that while safety had a positive but minor effeet on customer satisfaction,
continuous service, comfort, affordability, and reliability had a positive and large
impact. Customer satisfaction was negatively impacted by the actions of the driver,
However. there are further variables than service comfort, safety, relinbility. and price
that alTect customer satisfaction with minicab taxi services, These factors include driver

behavior and ongoing service, Aceording io the data, these factors only aceount for 33%

o




of differences in customer satisfaction, meaning that other factors (47%) have a greater

impacl

Fonseca et al. (2010) investigated the factors influencing service guality and its effects
on the satisfaction of individuals utilizing public transportation. It explores the
relationship berween service quality and customer satisfaction, examining both internal
ani external perspestives, To analyze this correlation. the paper assesses the concepts
of service quality, consumer satisfaction. and dissatisfaction. A model of analysis 15
developed with the goal of explaining this correlation and providing guidance for the
emmpirical study. This medel is based on an in-depth case study of a metro company in
Europe. The study's results reveal two significant findings, The first finding pertains to
the level of service quality in its primary dimensions. It is concluded that reliability,
security, speed, comfort. and punciuality are the most important quality dimensions For
public transportation services, Secondly, the study examines satisfaction and its

determinants.

Randheer et al. (2011} expressed that the public transportation services must consider
their sensitivity to the quality of services provided in the curren glabalized context. In
this context, the study looked at how passengers in Hyderabad and Secunderabad, Inclia,
perceived the quality of the public transportation system. The commuter's perception of
the quality of the services is gauged by administering the SERVOQUAL scale, A survey
was admiinistered 1o commuters who frequently used public transportation to get about.
Fordata collection, a random sample of 534 respondents was selected, and 312 of them
were selecied for further research, The study found that commuters’ perceptions of

service quality delivery are satislied.

Moreover, Qo et al, (2014) conducted research to identify the SERVOQUAL model to
exarnine customer satisfaction with public transporiation in Ghana, specifically with
reference o intercity buses that travel the Cape Coast to Accra route. The five
dimensions that made up the SERVQUAL appmach were tangibility, assurance,
responsiveness, empathy, and reliability. There are twenty-six qualities in these five
dimensions. Purposively. a systematic sample ol passengers wiis given 162 copies of
seli-administered questionnaires on the Cape Coast-Aecra route. The findings show
that two of the five dimensions contain gaps, and it was determined that these gaps,
together with 15 different characteristics. affected customers’ perceptions of service

quality and ultimately led to dissatisfaction There have been suggestions made for




raising the level of services provided, which will increase the satisfaction of customers,

[slam et al, (2014) sated that the study aims to investigate the variables affecting
customer safisfaction, particularly focusing on the impact of service quality in the
public transportation sector in the university town of Sindok, located in the Malavsian
province of Kedah, 300 customers on buses provided the data. Using Pearson
correlations to account for the background factors of gender, marital status, ethnicity,
and education, all hypotheses were examined. According to results, the theory | through
3 was supported, A model that looked at the impact of all five service quality factors
on customer satisfaction was created using multiple regressions as the foundation for
indirect routes. The dependent variahle's variations are explained by the independen
variables by 26.9% of the variance, as indicated by the model's explanation of 26.9%
of the variance, Independent factors comprised 26,9% of the variances in total.

Sharma and Pradhananga (2021) conducted a comprehensive investigation into
passenger’s perception towards qualily of public transportation services in Kathmandu
valley. This study helps to utilize the SERVQUAL (Service Quality) model, which is
predicated on the RECSA (Reliability, Extem of service, Comfort, Safety, and
Affordability) quality aspects, is used to assess the quality of the present public
ransporiation system, The approach finds significant gaps between passengers'
expectations and perceptions across a range of quality domains. Passengers'
expectations and defines of the five quality characteristics of the services differ
significamly, according to an analysis of their responses. The reliability, amount of
service, and comfort dimensions of the safety and affordebility gap are significantly
different, based on the results of the Kruskall-Wallis H test and the Mann-Witney U
b=,




Chapter 111
Research Methodology

This chapter deals wilth the research methodology ol the study. The study aims to
examing the Service quality and customer satisfaction towards public transpertation in
Butwal sub-metropolitan city, This chapter looks ai the various methods and
procedures of researcher adopted in condusting the study in order 1o address and answer
the research problem raised in the first problem. This chapter is organized in the
following structure: research design, population, sample size, sampling technigues,

sources of data collection, data collection methods. wools used for data analvsis.

Hesearch Design

I this siudy, researcher has been used descriptive rescarch design and casual research
design. A deseriptive research design was wilized in order to summarize the data that
wiis eollected concerning specific characteristics including gender, age, marital status,
occupation, education and various others. Causal-comparative research represents a
methodology that is employed o determine cause-cffect associations between
independent and dependent variables, This design have been selected to examine data
that is linked 1o the quality of service and the satisfaction of customers in the field of

public ransportation within the Butwal sub- metropolitan city.
Population and Sample

In this study, the population has been taken who travel by micro bus from the area of
Butwal sub- metropolitan city, So, the number of population unknown, There 15 wsed

continence sampling methed 1o collect the data from respondent,
Sample size
The study has caleulated the sample size by using given;
ne= 22 p (1-ple’
Sa. the semple size ol the study is 384,
Nature and Sources of Data & Instrument of data collection

Basically, there are two sources of obtaining data i.¢. primary source and secondary
source, Quantitative data has been collected through primary source in this study.

Primary daia refers to the original data which is enllected by the researchers himself

|2




through direct interaction with the person or events to get the information personally to
meet the intended objective of the study. In this study. most of the data are primary in
nature, Primary data have been collected by administering questionnaire 10 sample

customers who travel by microbus from Butwal sub-metropolitan city.

Questionnaire has been used as a research instrument for data collection. The
questionnaire has been designed to eollection of information relating to demographic
variahle such as Age. Gender, Marital status, Education, Oceupation, Monthly income,
Own vehicle and Types of own vehicle. Similarly, the questionnaire have been used to
collect data on different independent and dependent variables by using five point likert
seale where 1= Strongly disagree, 2= Disagres. 3= Neutral, 4= Agree and 5= Strongly
Agree.

Method of Analysis

The study has been used various statistical 1ools based on the appropriateness of the
data. Mean and Standard deviation have been computed under descriptive stalistic 10
analyze and identify the response of customers with regard to service quality and
customer satisfaction towards public transportation within the area of Butwal sub-
metropolitan eity who travel by micro bus. Researcher has been done by relighility test
i check whether the research instrument is reliable or not. Convergent and discriminant
validity have been assessed to ensure the internal reliability and validity of the
constructs. Additionally. Heterotrait-Monotrait Ratio of Correlations (HTMT) has been
utilized to examine the correlations among all variables. Similarly. Mormality test have
heen done by one sample Kolmogoroy- Smimov test (K-5) test. Alsa, independent
samples 1-lest and one-way ANOVA have heen utilized as parametric tests, while the
Mann-Whitney U test and Kruskal-Wallis test have been employed as non-parametric
Lests in this study. Moreover, Pearson's correlation and Regression tools have been used

1o measure the relationship and effects of independent variables on dependent variables.
Y=+ B+ faXaot BaXat fuXat psXs+ E
Whereas,

Y= Customer Satisfaction

Xi= Salety

¥x= Comfor




Xa= Affordability
Xa= Reliabiliiy

As= Responsiveness
E= Error term

a= Constant

= Beta coefficient

HResearch Framework and Definition of variables

Hesearch Framework

Research framework is the network that shows the relationship between independent
variable denoted by (x) and dependemt variable (v). Based on the above mentioned
statement of problems and objectives of the study, the following conceptual model will

be used in this project worl.
Figure 1

Rexgaroh ffame wrk

Independent Variables Dependent Variable
Safety
Comfort
Alfordability Cuastomer
Sabisfaction
Reliability
Responsivencss

Nate. Adapted from Horsu and Yeboah (2015) and Ong et al., (2022).

Definition of variables
In this study, service qualily is analyzed based on five factors commonly refemed 1o as
RECSA and SERVOUAL: Safety, Comlorl Affordability, Reliability and

Responsiveness.




Safety

Safety is assessed by considering the probability of accidents, as well as concems
regarding the state of vehicles and driving practices, along with adherence to traffic
regulations MeKnight et al. (1986). Safety measures encompass guidelines for both
passengers and drivers, as well as for vehicles, aimed at gauging the potential for
passengers 10 be involved in traffic accidents or encounter criminal activities like theft
and harassment. Safety fundamentally penains 1w the degree of protection from risks,
hazards, or harm to oneself or possessions, whether deliberate or unintended.

Comfort

According to Litman (2008), service comfort periains to the accessibility of facilities
such as seats, space, travel experiences, and climate control. Researchers in the field of
public transportation have emphasized the significance of comfort as a erueial aspect to
be taken into account Samson and Thompson (2007). Moreover, Budiono (2009) found
thal comfort is the most influential factor affecting customer satisfaction with regard to
public transportation,

Affordahility

AlTordability revolves around determining if the prices set by transportation providers
offer reasonable value for the services rendered. This assessment involves weighing the
quality of service against the fare costs and evaluating the fairness of pricing structures
McKnight et al. (1986). Regular commuters commonly compare service quality to fare
prices, making it challenging to pinpoint exact fare values. Questions ofien arise about
what constitutes an appropriate cost for o trensport service and what would be a fair
price considering the service's quality, For instance, in the UK, transport companies
annually request fare increases from municipal councils, with affordability being a key
consideration in approving such hikes. However, there’s no universally accepted
method for quantifying alfordability concerning bus services Maunder el al. (1999),
Heliability

Reliability is the ability and consistency with which a business provides its services to
meet the needs of its customers. Stted in various ways, a company's reliability can be
defined as its capacity 1o fulfill promises made regarding the provision of services,
timely and accurate problem-solving, competitive pricing, and the delivery or
implementation of goods and services. Every company has to be aware of what
customers expect from a reliable source. According 1o Sam et al, (2018) bus service

quality is also influenced by service reliability, Therefore, staflf members have o duly
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to fulfill their promise o customers to deliver correct and Fast service Kobiruzzaman
{2020,

Responsiveness

Responsive is defined as maintaining a strong desire to treat customers with dignity and
provide them with timely service that meets their demands. Two important components
are the focus of this dimension: prompiness and willingness Kobiruzzaman (2020
Furthermore, responsiveness describes an organization’s dedication 10 and capacity for
offering its customers timely services. I is necessary to promptly receive, assess, and
address the needs. suggestions. issues, and concerns of the customers, Employees must
address the questions and concerns of their clients, even if they take a while to reply.
According o Klokkenga (2020), being responsive will demonstrate 10 vour clienis that
you are paying attention to them and are acting swiftly o solve their issues.
Furthermore, according to Sam et al. (2018), responsiveness is the primary factor
influencing the quality of bus service, Therefore, a company that provides excellent
customer service will reply 1o client correspondence as spon as possible, which may
often demonstrate how crucial customer satisfaction is to the company,

Customer Satisfaction

Customer satisfaction 1s the overall assessment of products and services based on their
ability o meel customers' expectations and requirements, Oliver { 1980) suggesis thal
the literature on customer satisfaction research focuses on the alignment betwesn
service delivery and customer expeciations. Zeithaml and Bitner (2000} define
customer salisfaction as the evaluation of a product or service by customers in lerms of
whether it fulfills their needs and expectations. Achieving customer satisfaction
requires finding a harmony between customer expectations and their perceptions of
service quality. In essence. when consumers receive goods or services that match their
expectations, they experience satisfaction, which entails achieving & balance between

customer expectations and perceptions of service quality.




Chapter IV

Results, Discussion, Conclusion and Recommendations
This chapter presents facts and information on service quality and customer satisfaction
towards public transportation in Rupandehi district in order to meet the goals outlined in
the introdugtion chapter,
Dentographic Profile
A demographic profile refers to a comprehensive description of a population based on
various demographic variables, These variables typically include ape, gender, income,
educalion, occupation and marital status. They provide valuable insights into the
chameteristics and composition of a population, helping organizations make informed
decisions and develop targeted approaches.
Table 1
Sample diseribution based on Age group

Ape Frequency Percent Cumulative Percent
Below 30 224 574 574
30 to 40 62 159 733
40 to 50 a0 154 88.7
50 gbove 44 11.3 100.0

Toial 394 1.0

Mote. Field Survey, 2022

Figure 2
Suntiie distribition based on Age group
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Table 1 and figure 2 present the age group of respondents, Out of the total respendents,
37.4 percent belong to the age group below 30, Similarly, 15,9 percent of respondents
liz between the ape group of 30-40. Moreover, 5.4 percent of respondents lie between
the 40-50 age groups. Likewise, 11.3 percent uf respondents lic between the age group
of above 50. Hence. it is inferred that most employees are under 30, possibly because
younger employees are more eager 1o participate in research due to their energy and
enthusiasm,

Table 2

Sample distribution based on Gender

Ciender Frequency Percent Cumulative Percent
“Male 160 ' 41.0 41.0

Female 230 390 100.0

Total 390 1000

Nore. Field Survey, 2022

Figare 3
sumple disirtbuiion based an Gender
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Note. Field Survey, 2022
Table 2 and figure 3 reveals the gender mix of the respondents, Out of the total
respandents. 41 percent of the respondents were male and 59 percent of the respondents
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were female. Thus, the data shows that the male and female respondents have equally
parlicipated in the research study.

Tabhle 3

Scimple distribustion based or marital siaius

Marital Status Frequency Percent Cumulative Percent
Married 209 336 536
Unmarried 181 46.4 L L0

Total 3940 100.0

Mote, Field Survey, 2022

Figure 4

E.:-mp.’e disteibusion based on marital staius

b

Note. Field Survey, 2022
Tahle 3 and figure 4 present the marital status of the respondents. Out of the fotal
respondenis, 53.6 percent of the respondents were married and 46.4 percent of the

respondents were unmarricd.
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Tahle 4
Sample disiribution based on Education

Education e 'Frequeﬂ}f Percent  Cumulative Percent
2 and below 1 150 34.5 38.5
Bachelors level | 54 395 77.9
Maslers 81 208 087

Above master 3 1.3 100.0

Taotal 300 100.0

Nore. Field Survey, 2024

Figure 5
Sample distribution based on Edweation
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Table 4 and figure 5 presents the sample distribution based on education of the

respondents. Out of the total respondents, 38.5 percent of the respondents were +2-and
below. Similarly, 39.5 percent of the respondents were bachelor’s level. Moreover, 20,8

0




percent of the respondents were master’s level, Likewise, 1.3 percent of the respondents
were ghove master. Thus. the data shows out of the 1otal respondents, bachelor's fevel
were more participated in the research study.

Table 5

Sample distribution baved on Cecupation

{Ccoupation Frequency Percent Cumulative

Percent
Student 165 4313 4313
Self employed 74 19.0 62.3
Salaried Individual 12 I8.5 80.8
Unemployed 59 15.1 150
[Letired 16 4.1 100.0
Total ) 1060.0

Note: Field Survey, 2022
Figure &
Sample distribution based on Occupation
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Table 5 and figure 6 present the occupation of the total respondents. Cut of the
respondents, 43.3 percent of the respondents were student. Similarly, 19 percent of the
respondents were self employed. Moreover, 18,5 percent of the respondents were
salaried individual. Likewise, 15.] percent of the respondents were unemployed and

4.1 percent of the respondents were retired. ‘Thus, the data shows that the students were
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more participated in the research study.

Table &
Sample distribution based on Monthly Indonie

Monthly Income Frequency Percent  Cumulative Percent
Below 10000 223 57.2 SR
[O000-200H) 32 8.2 654

20000- 30004 43 1.0 764
SOOOU-4 0000 41 10.5 86.9

Abave 40000 al £ 040

Total 390 100.0

Naote. Field Survey, 2022

Figure 7

Sample disirihution hased on Monihly fncome

Bin Ine

N, Field Survey, 2022

Table 6 and figure 7 presents the monthly income of respondents. Oul of the lotal
respondenis, 57.2 percent belong 1o the monthly income below 10000, Similarly, 8.2
percent of respondents lie between the monthly incomes of 10000-20000. Moreover,
11 percent of respondents lie between the 20000-30000 monthly incomes. Likewise,
10.5 percent of respondents lie berween the monthly income of 30000-40000 and 13,1

22
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percent of respondents lie between the monthly incomes of above 40000, Thus, the data

shows that the below 10000 monthly income respondents were more participated in the
research stady.

Table 7
Sample distribution baved on Own vehicle
Own Yehicle Frequency Percent Cumulative Percent
Yes 169 433 433
Mo 221 567 1000
Total 390 100.0

NMofe. Field Survey, 2022

Figure 8

Sample distribution baved on Chwa vehicle

nam Weh

Naje. Field Survey, 2022

Table 7 and figure 8 presents of the sample distribution based on own vehicle of the
respondents. Out of the total respondents, 43.3 percent of the respondents were who has

their own vehicle and 36.7 percent of the respendents were whe don't have their own
vehicle,




Table &

Sample distribution based on types of own vehicle

Types of own vehicle Frequency Percent Cumulative Percent
‘None 224 374 274
Motoreyele 0 17.9 73.4
Scooler 81 2008 06.2
Car 14 36 097
Bus | 0.3 100.0

Tantal 3 1000

Nore. Field Survey, 2022

Figure 9

Sample distribuiion based on types of own vehicle
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l'able 8 and figure 9 presents the sample distribution based on tvpes of own vehicle of
the respondents. Out of the wial respondents, 57.4 percent of the respondents were who
don’t have their own vehicles. Similarly, 17.9:percent of the respondents were having
motorcycle. Moreover, 20.8 percent of the respondents were having scooter, Likewise,
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3.6 percent of the respondents were having car and 0.3 percent of the respondents were
have bus, Thus, the data shows that out of the total respondents, people who haven’t

their types of own vehicles were maore participated in the research study.
Measurement Model Assessment

Tahle 9

Measurement [tems Asvessment

Meanol SDof

Variahles ltems Loadings YIF Mean SD
- - constroct 'i,.‘-'l.:rr.sl.l'ullil_
51 LERTE Lbdd 3,251 1109
52 {644 1,734 2.8 1120
Safet 3,121 107

4 a3 {.558 1233 3046 139 i3

Sd hEZG LW 3182 1433

| 670 260 2487 I A5

c2 0.735 | 336 5069 L
Comf ¥ 23

s 3 0.722 [.377 5.%79 L L5 I

c4 0800 1.25 S.069 1134

A 0.421 [.560  3.0X6 1.052

al (.739 |.549 2 ®B30 |.182

A ffordabil |

¥ Al L REFT I.THT 30 1.081] 2.047 107

Ad {1, R | T 2 G 1,105

Ri 11,701 [N 2667 1.7

T

Retiabllity Rz 0,780 L3l 209G {002 3048 | Dd%

Rl 0,775 146 3,105 14053

R4 0746 1439 1477 1419

RES] 0,772 |.500  3.038 0.980

y RES2 (524 1939 3047 l.

Responsiveness : ik 3.034 1025

RES3 (L7558 45 292 i
RES4 L& LI, Sr S 11 B

51 [.83% J06 1038 .48
52 0.y LI3E 3213 1 .84
Custormet Satlzfictioen CS53 0742 ekl 3.131 1031 3093 I.038
[ T [.756 LTES 3 0% 0987
L‘_Eﬁ_'i 0.72% I.58] 2095 |43

Table @ displays the mean value of construct and standard deviation of construet of all
the variables. The mean value of safety is 3,121, which is close 1o 3, indicating that
customer’s responses are very close to agreement regarding safety, This suggests a
positive atiude among customers toward the safety. Similarly, the standard deviation
value for safety shows in Table 9 is 1,075, indicating that the mean value may deviate
by 1075, Likewise, the mean value of camfort and standard deviation is 3.001 and

1.123. Also, the mean value of construct dnd E'tgnda.rd deviation of construct ol
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affordability 18 2.957 and 1.107. Further, the mean value of construct and standard
deviation of construct of reliability 1s 3.048 and 1.045. Moreover, the mean value ol
construct and standard deviation of construct of responsiveness is 3.034 and 1.025,

Lastly, the mean value of construct and standard deviation of construct of customer
gatizlaction is 3.093 and 1.038,

Similarly, Table 9 indicates the measures and validity related 1o the outer model. It
shows the standardized ouler loading, Variance Inflation Factor (VIF). mean, and
Standard Deviation (SD) of the outer model. Twenty- five scale items are used Lo assess
six latent variables. The outer loading values of &ll the ilems are above the threshold
value of .70 except 51, 52 and C1, which indicates the absolute contributions of ¢ach
item 1o measuring the respective variable (Sarsiedt ef oi., 2017). In the case of §1, 82
and C1, according to Hair et al. (2022}, the items having outer loading values above 0.6
can also be retained for further analysis. Similarly, the VIF values of all the items are
below 3. indicating no multi-collinearity among the scale items (Hair et al,, 201%).
Conseguently, there is no multi-collinearity among the items. The mean and standard
deviation {SD) results of all the messurement items are in 2 good range on 5-point
Likert scale data. Hence, the measurement items qualify for reliability and validity for
further assessment.

Convergent Validity and Discriminate Validity

Tatile 10

Construct reliahility and validily assessment

Cronbac Lumpu:-sue Composite

h's reliability reliability Average variance
Variables alpha (rho_a) irho ) extracted (AVE)

Safety 0,757  0.823 0.836 0.564

Comfort 0.711 0.714 0.822 0.537
Affordability 0. 805 0.825 0.871 0.628
Reliabkility 0. 745 0757 {1.838 0,565
Responsiveness  0.R07 (1LE08 0874 0.634
Customer

Satisfaction (834 0849 0.E82 0.59%
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Table 10 contains the internal reliability and validity of the constructs used in this study.
The Cronhach’s Alpha values of all constructs are above the standard threshold vatue
of 0,705 (Bland & Altman, 1997), which indicates thet the internal consistency of all
cansteucts and validates the seale used for measuring ench of the construets is reliable.
Further, Composite Reliability (CR) rthe a and CR rho e values are above .70,
indicating construet reliability and validity (Saari el al,, 2021 Hair ¢t. al., 2022). The
Average Variance Extracted (AVE) values are abowve 0,50 threshold values, suggesting
that the convergent validity of all the construets is established {Hair et al., 2022). Hence,
the resulis of the above table qualify all the quality criletia

Inferential Statistics

One sample Kolmogorov- Smirnoy Test

Table 11

Cne sample Kolmogorav- Smirnov Test

Safet Comfor Affordabilit Reliabilit Resp-:;nﬂivenes (Customer

y 1 v ¥ 5 Satisfactio
1]

Kolmogoray o

, 1.972 [. 706 1.546 1.944 1.454 1.566
Smitnoy £
Asvmp, Sig.

RSB Aoy 008 017 .00l 029 015
{2-tailed)

A= shown in Table 11, sinee the Z values for safety do not fall between -1.96 and +1.96,
it can be inferred that these variables do aot follow a normal distribution. However,
comfort, affordability. reliability. responsiveness and cusiomer sanisfaction follows a
normal distribution as its 7 values lie within the range of =1.96 to +1.96. Parametric
lests ar¢ appropriate for normally distributed data. while non-parametric lests are
suitable for non-normally distributed data.  1f the data does nol follow normal
digtribution then what to do
e Central Limit Theorem: Increase the sample size as the sample size increases
data will follow nomal distribution.
e Use Non Parametrie Tools: for 2 variables Mann Whitney and for 3 variables
Kruskal- Wallis test.
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Parametric Test

T- test for difference of two means or Independent sample t-test

Table 12 shows the t- value of Comfort is less than +1.96 and p- value is greater than 3
percent. [t means that alternative hypothesis is rejected, indicating an insignificant
differerce between male and female respondents regarding comfort. The mean value
for male respondents is 2.95 and a female respondent is 3.03. Similarly, t- value of the
affordability is less than +1.96 and p-value iz greater than 5 percent, It means that
alternative hypothesis is rejected. indicating an insignificant difference between male
and female respondents regarding affordability. The mean value for male respondents
i 2.97 and a female respondent is 2.93.

Table 12

T-test for gender

Variahles Giender [ hAean t=valuc P-value
Male 160 205 '
Comfort
Female 230 3.03 - 962 337
_ Male | i) 297
Affordability
Female 230 2058 2094 LThg
Male L &0 103
Reliability
Female 230 3.06 =332 740
Male 160 2.98
Responsivensss
Female 230 307 -1.031 303
Cuslomer hale 160 3.07
Satisfaction Female 2310 3,11 - 436 J63

Likewise, Tahle 15 shows the - ualuelnl"ruliabiiitgf is less than +1.96 and p- value is
preater than 5 percent. 1t means that alternative hypothesis is rejected, indicating an
insigmificant difference between male and female respondents regarding reliability. The
mean value for male respondents is 3.03 and a female respondent is 3.06. Further. Table
15 shows the t- value of responsiveness is less than +1.96 and p- value is greater than
5 percent. It means that aliernative hypothesis is rejected, indicating a insignificant
difference berween male and female respondents regarding responsiveness. The mean
value for male respondents is 2.98 and a female tespondent is 3,07 and lastly, Table 15

shows the 1- value of customer salisfaction is less than +1.96 and p- value 1s greater
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than 5 percent. It means that alternative hvpothesis is rejected, indicating an
insignificant difference between male and female respondenis regarding customer
satisfaction, The mean value for male respondents is 3.07 and a female respondent is
3:11.

One way ANOVA for more than two categorical variables
One wiy ANOVA is a parametric test. 1t is bivariate analysis. It is used for comparing

more than two group mean.

Mull Hypothesis {HO): There is no significant difference among Ape Group with respect
1o comfiort, affordability, reliability, responsiveness and customer satisfaction.
Alternative Hypothesis (H1): There is significant difference among Age Group with
respect (o comfort, affordability. reliability, responsiveness and customer satisfaction,

Table 13
(hrte wary ANOVA for Age Group

Variables Age M Mean F value P value

Below 30 224 2.03

30 to 40 62 3.25
Comfort 40 1o 50 &0 3.07 2.651 (.048*
50 above 44 2.94
Total 390 3.00
Below 30 224 2.93
30 o 40 62 3.06
Affordability 40 to 50 i) 2.94 0.410 0. 746
50 above 44 301
Tolal 390 2.96
Below 30 224 292
30 1o 40 b2 3.30
Reliahility 40 o 50 N 3.51 6,680 0.000**
50 above 44 3.02
Total 1940 305
Below 30 224 297
Responsiveness 16067 (0.174
A0 1o 40 G2 322
Foi')




A0t 50 ) 1.07

50 above el 3.06
Total 390 3.03
Below 30 224 1.00
30 to 40 62 3.35
Customer Satisfaction 40 1o 50 il 3.21 3.625 0.013*
50 above 44 3.03
Total 300 .09

Note: ** denotes significant at 1% level and *denotes significant at 5% level

Table 13 shows the p-value of comfort is (048 which is smaller than 5 percent.
Therefore, it can be concluded that the aliernative hypothesis is accepted at the 3 %
level of significance, Similarly. it is evidence that the p-value of alTordability is 0,746
which exceeds 5 percent. Therefore, it can be coneluded that the altemative hypothesis
is rejected at the 5 percent level of significance. Likewise, the p-value of reliability is
(.00 which is smaller than | percent, Therefore, it can be concluded that the alternative
hypothesis is aceepted al the 1% level of significance. Further, the p-value of
responsiveness is (.174 which exceeds 5 percent, Therefore it can be concluded that the
alternative hypothesis is rejected t 5% level of significance and lastly, the p-value of
customer satisfaction is 0.013, Therefore, it can be concluded that the aliernative

hypothesis is accepted at 3 % level of significance.
Mon- Parametric Test

Mann- Whitney U test for two categorical variables

Table 14

Results of Mann- Whitney U test baved on Gender

Ranks

: Gender N Mean Rank 7-value P-value
Male 160 184,08

Safety  Female 230 203.03 -1.589 d12
Total 390

Table 14 shows that the p-value is 0.112 = (.05 which means that there is ne significant
difference between two population means, the null hypothesis is accepied. It means that
male and female respondents have no significant difference in Safety.
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K ruskal- Wallis test for more than two eategorical variables

Table 13 shows that the p- value of safety is 0,551, which is larger than 0.05. Thus,
the null hypothesis is accepted at the 5% leve] regarding safety, Hence, there is
insignificant difference between safety of below 30 years, 30- 40 years, 40 -50 years
and sbave 50 years concerning safety. Based on the mean rank shown in the table
ahove. it is found that customers with 40-50 years of experience have a better opinion
about safety compared to others. [t means that age group has insignificant difference
in safety.

Table 15

Results of Krvskal- Wallis Text haved on Age

Ranks
Age - M Mean Rank Chi squang P value
Value
Beluw 30 224 19931
30 1o 40 2 18937 2.105 551
Safety  40to 50 6 202.43
50 uhove 44 17526

Total 3490

Pearson’s Correlations Analysis

Pearson’s correlation analysis is a statistical approach for determining the strength and
direction of @ lincar relationship between two continuous variables. Pearson’s
correlation analysis is used frequently in a wide range of disciplines, including
peyehology. economics, biology and social sciences. The table shows a correlation
matrix with Pearson’s correlation coefficients between Customer satisfaction and their
variables; Safety, Comfort, Affordability. Reliability and Responsiveness.

Table 16 reflects the results of correlation analysis which shows that all the p-value are
less than 0.01 (p<0.01} and all coefficient values between cusiomer satisfaction and
safety {0,366}, customer satisfaction and comlon (0,502). customer satisfaction and
affordability (0476, customer satisfaction and reliability (0.559) and lastly customer

satisfaction and responsiveness (0.691).
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Tahle 16

Results of Pearson s Correlations Analysis

Safety Comfort Affordability Reliability Responsiveness Customer
Satisfaction
Salety [0 313" ST A AT 366
Comfort - 1.60) 434" 560" 5L 502"
Affordability - - 1,00 541" 481" A6
Reliability - - - 1.00 57 559
Responsiveness ! - - . 1.00 651"
Customer
Satisfaction § ' - - : L

*++ Correlation is significant at the .01 level (2-tailed).

All independent variables comelation coefficient are significant at 1% level of
significance, However, safety has positive and weak correlation between deépendent
varigble, Similarly, comfort. affordability and reliability have positive and modemate
correlation between the dependent variahle and responsiveness has positive and strong
correlation between the dependent variable. Hence, increase in safety, comfort,
affordability, reliability and responsiveness could lead to increase in customer

sutislaction.
Model Fit Assessment

We examined the goodness-of=fit indices for the model. Specifically, the standardised
root mean square residual (SRMR) was utilised for this purpese. The SRMR value was
(076, less than the threshold value of 0.08. The NFI value is 0.726, which is less than
the critical value of 0,90, This indicates that the model possesses good explanatory
power, as Hu and Bentler (1998) suggested. Moving on, the swudy of the significance
of exopenous variables in the model was conducted by assessing effect size (f2) on
endogenous constructs, maasured in terms of r-square change. This approach is based
on the methodology laid out by Cohen (1988). R2 values of (.75, 0.50, or .25 tor
endogenous latent variables can, as a rough rule of thumb, be respectively deseribed as
substantial, moderate or weak. Moving on, the study of the significance of exogenous
variables in the model was conducted by assessing elfect size (2) on endogenous
33




constructs, measured in terms of rsguare change. This approach is based on the
methodology laid out by Cohen {1988}, The f-square value of safety is 0,026, comfort
is 0.024. affordability is 0,059, reliability is 0.035 and responsivencss is 0.276 for
customer satisfaction, The effect size of safety, comfort, affordability and reliability
aver customer satisfaction is small. Further, the effect size of responsiveness over
customer satisfaction is medium. Lastly, the adjusted R- square values of customer
satisfuction is 0.531 and R-square value is 0.561 which indicates moderate predictive

power (Hairetal, 2013}
Structural Maodel Assessment

Structural model assessment involves the evaluation and validation of mathematical or
computational models that represent complex systems ar phenomena, [t encompasses
techniques aimed at venfying the accuracy, reliability, and predictive power of these
models by comparing their outputs to empirical data or experimental obhservations. This
assessment typically involves statistical analyses, sensilivily lests, and model
simulations to determing the extent to which the model faithfully captures the
underlying structure and dynamics of the system it represents. The ultimate poal is to
ensure that the model provides a robust and realistic representation of reality, enabling

informed decision-making and Turther refinement of the model as necessary.

Table 17
Hypothesis Testing (Divect Effect)

STDE T P

B Mean v statistics  values Decision
H2: Safety > '
Customer 0088 0091  0.045 1.962 0.050  Accepted
Satisfaction
H3; Comfon >
Customer 0099 0102 0.045 2.190 0.029  Accepted
Satisfaction
H4:

Affordability == 0,107 0107 0.04] 2.576 0010  Accepted

Cuslomer
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SﬁﬁsfﬁﬁEiﬁn
H5: Reliability
- Customer 0160 G162 0.034 2957 0003 Accepted
Satisfaction
His:
Responsiveness -

0.467 0463 0,048 9,704 0.000  Accepted
= Customer

Satisfaction

Table 17 and Figure 10 show the boot-strapping results under 3000 subsamples and
decisions on hypotheses. Hypotheses H2, H3, H4, HS, and Hé are accepted at a (.05

significance level.

Figure 10
Path Diapram
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Henee, safety (B=0.088; p=<0.05) significantly and posifively impacts an customer
satisfaction towards public transportation. Similarly, comfort has a positive and
significant impact (F=0.099: p<0.03) on gusiomer satisfaction towards public
transportation, Further. affordability [ﬂ“ﬂ.lﬁ?;'p{ﬂ_l.ﬂj'i significantly and positively
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impacts on customer satisfaction owards public transportation. Furthermore, refiability

has & positive and significant impact (B=0.160; p<0.05) on customer satisfaction

towards public transporation. Lastly. responsivencss has a positive and significant

impact {f=0.467; p<0.05) on custemer satisfaction towards public transportation,

Importance- Performance Map Analysis (IPMA)

Table 18

JPAA Analysis

- Importance Perlormance
Safety 0088 53.138
Comfori 0.0949 459,890
Alfordability 0.107 49,239
Reliability 0.160 51.727
Responsivensss 0.467 50835
Mean Value 0.1542 50.9658

Figure 11
[PMA

m

imponance-performance map

Ptlpe manse

- i L]
T - -]

i pnge [Tanel eHeiis]

35

B Afodabiny © Comiors ARy B Sepranes Sl




The tahle 19 indicates the importance- performance analysis of the factors of customer
satisfaction. The results indicate that if' we increase | unit in responsivencss from
50835 10 51.835 then the customer satisfaction will increase from 52.239 10 32.706.
Similarly. if we increase 1 unit in safety from 33138 to 54.138, the customer
satisfaction will increase from 52.239 o 52.327, Likewise, i we increase 1 unit in
camfort fiom 49,890 to 50.890, the cusiomer satisfaction will inerease from 52.239 to
52 338, Furiher, if we increase 1 unit in affordability from 49239 to 50.239. the
customer satisfaction will increase from 52.239 to 52,346, Lastly, if we increase 1 unit
in reliability from 51,727 from 52,727, the customer satisfaction will increase [rom
52.219.t0 52.19%

MajorFindings

» 1t found that the resulis of mean and standard deviation of various consiructs.
Customers exhibit & positive antitude towards safety, with a mean value of 3.121
and @ standard deviation of 1.0735, Comfort has a mean value of 3,001 and &
standard deviation of 1.123, while affordability's mean is 2.937 witha standard
deviation of 1.107. Reliability scores a mean of 3.048 with a standard deviation
of 1.045, and responsiveness has a mean of 3.034 and a standard deviation of
1,075, Customer satisfaction registers a ean of 3.093 with a stendard deviation
of 1038,

& It found that the results of all measurement ilgms measures for the outer model,
including sandardized outer loadings, Variance Inflation Factor {VIF), mean,
and Standard Devigtion (5D}, Out of 25 scale items assessing six latent
variahles. all items exhibit satisfactory outer loading values above (.70, excepl
for §1. 82, and C1. which still meet the acceptable threshold of 0.6,
Additionally, all VIF values ane below 5, indicating no multi-collinearity issues
among scale items Mean and standard devigtion results fall within an
acceptable range for reliability and validity assessment, confirming the
robustness of the measurement ilems.

[ found that the results of internal reliability and validity measures for the

‘I

constructe. Cronbach’s Alpha values for all constructs pxceed the standard
threshold of 0,705, indicating strong intemal consistency snd seale reliability.
Composite Reliability (CR) rho a and CR rho ¢ values are above 0.70,

confirming construct reliability and validity. Average Vanance Extracted
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(AVE) values surpass the 0.50 threshold, signifying established convergent
validity for all constructs, Chverall, these results meet the guality criteria
measures for reliability and validiy.

it found that the results of One- Sample Kolmogorov- Smimoy Test the test
statistics value falls between -1.96 and +1.96, it can suggest normal distribution
of variables. The 7 values for safety do not fall between -1.96 and +1.96, it can
be inferred that these variables do not follow a normal distribution. However,
comfort, affordability, reliability, responsiveness and customer satisfaction
follows @ formal disiribution as its Z values lie within the range of -1.96 to
+1.96.

[t found that the results of independent sample t-tests reveals based on gender.
It shows that insignificant differences between male and female respondents
reparding comfort, affordebility, reliability, responsiveness, and customer
catisfetion. The t-values for these factors are less than +1.95, with p-values
greater than 5 pereent. This rejection of the alternztive hypothesis supgests thal
sender does not significantly influence perceptions of these aspects. The mean
values for male and female respondents sre provided for cach factor,
demonstrating minor variations between the two groups.

It found that the result of One way ANOVA for Age Ciroup. It indicales
significant results for comfort and reliahility. with p-values of 0.048 and (.00
respectively, below the 3% and 1% significance levels. Affordability and
responsiveness have p-values exceeding 5%, leading to the rejection of the
alternative hypothesis. However, for customer satisfaction, the p-value of 0,013
falls below 5%, accepting the altemative hypothesis &l the 5% significance
level.

It Found that the results of Mann- Whitney U test based on Gender. [t shows that
the p-value is 0.112 > 0.05 which means that there is no significant difference
between two population means, the null hypothesis is accepted. It means that
male and female respondents have no significant difference in Safety.

It found that the results of Kruskal- Wallis Test based on Age. It shows that the
p- value of safety is 0.551, which is larger then 0.05. Thus, the null hypothesis
is accepted at the 5% level reparding safety. Hence, there is insignificant

difference between safety of below 30 wears, 30- 40 years, 40 -30 years and
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above 50 years concemning safety. Based on the mean rank shown in the table
above. it is found that customers with 40-30 years of experience have & betier
opinion about safety compared 1o others. It means that age group has
insignificant difference in safety.

% It found that the results of Pearson’s correlation analysis, revealing gignificant
correlations between customer satisfaction and safety, comfort, afTordability.
reliahility, and responsiveness, with p-values less than (LO1 (p<0.01). Safety
shows a posilive and weak comrelation, while comfort, affordability. and
reliahility exhibit positive and moderate correlations with customer satisfaction.
Responsivencss demonstrates a positive and strong corrclation with customer
satisfaction. Therefore, improvements in safety, comfort, alfordability,
reliability, and responsiveness are likely 10 enhance custpmer satisfaction.

% T found that the results of hypothesis lesiing that display bootstrapping results
from 5000 subsamples and decisions on hypotheses, Hypotheses H2, H3, H4,
H5. and M6 are accepted at a 0.05 significance level. Safety (B=0.088: p=0.03),
comfort (B=0.099; p<0.05). affordability (f=0.107; p<0.05), reliability
(p=0.160; p=<0.05) and responsiveness (f=0.467; p<0.05) all significantly and
positively impact customer satjsfaction with public transportation.

+ It found that the results of importance-performance analysis of customer
satisfaction factors. Increasing responsiveness by | unit from 50.835 1 51.835
coresponds 1o 8 customer satisfaction increase from 52.239 to 52.706.
Similarly, increasing safety by | unit from 53.13% 1o 54.138 results in &
catisfaction increase fram 52.239 to 52.327. Likewise, increasing comfort by |
unit from 49.890 to 50.890 leads te a satisfaction increase from 52239 to
52 33%. Additionally, increasing affordability by 1 unit from 49.239 to 50.239
results in a satisfaction increase from 52239 1o 52.346. Lastly, increasing
reliability by 1 unit from 51.727 to 52,727 corresponds toa satisfaction increase
from 52.239 1o 52,395,

Discussion

Horsa and Yeboah (2015) found in their study thal influence of service quality on
customer satisfaction: A study of minicab taxi services in cape coast, Cihana were
significant relationship with customer sotisfaction. Likewise, Balachandran and

Hamzah (2017) found that reliability and comfon were significant factor that influence
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of customer satisfaction on ride-sharing services in Malaysia. Similarly, Gorkhale
(20217 found in this study was conducted in Bengalura Metropolitan Area, situated in
the Indian state of Karnataka. The results provided insights into the opinions of the
customers regarding the variables which influence their overall satisfaction with the
vt service. 1t was found that all the independent variables had positive and significant
relationship with the Customer satisfaction. Moreover, Yao el al., (2014} found that
service quality and customer satisfaction towards Kuantan route, Malaysia regarding
the SERVMQUAL dimensions (i.e. reliability and responsiveness) have positive and
significant impact on customer satisfaction. Thus, the current findings are consistent
with previous research, which indicates a significant relationship between service

quality and customer satisfaetion towards public transportalion.
Conclusion

This study concludes that there is no significant difference in the perception of safety.
comfurt, affordability, reliability, and responsiveness among distinct age groups
regarding customer satisfaction. This suggests that age dees not play a significant role
in shaping perceptions related to these factors and their impact on overall customer
satisfaction. As the study has found that there is significant difference in perception of
sge groups for comfort and reliability dimension for enhancing customer satisfaction.
This means that age groups might affeet how customer perceived about comiort and
reliability towards public transportation, This suggests that varying age demographics
may influence customers' perceptions regarding these crucial aspects of public
iransportation. By acknowledging and understanding these differences, transportation
autharities and policymakers can tailor strategies 1o belier meet the diverse nesds and
expectations of passengers across diflerent age groups, thereby enhancing overall
salisfuetion and utilization of public transportation services,

The findings indicate that service quality variables safery, comfort, affordability,
reliahility and responsiveness that influence customer satisfaction towards public
transportation. In this research, safety, comfort, affordability, reliability and
responsivencss are the main factors affecting customer satisfaction towards public
weansportation as they positive and si gnificantly influznce customer satisfaction based
on our findings. Safety has weak positive correlation while comfort, affordability. and
reliahility exhibit positive and moderate correlations with customer satisfaction.

Responsiveness has strong positive carrelation with customer satisfaction. From this
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study, it iz concluded that responsiveness is highly influencing factor on customer
safisfaction among other independent variables Le. safety, comfort, affordabilily and
reliability. The study emphasizes the significance of service quality in public
transportation. partieularly responsiveness, in enhancing customer satisfaction. It
sugpests that prioritizing and improving responsiveness can allracl new cusinmers and
foster lovalty. The research suggests thal addressing customer needs quickly fosters
trust and reliability. leading to incressed customers and a shift from private vehicles to

public transport.
Recommendations

Following recommendations are suggested on the basis of empirical findings:

«  Responsiveness is the major factor which promates the passengers satisfaction.
Therefore, there should be implemented real-time communication channels,
automated alerts for service disturbances and dedicated customer service leams
to promptly address passenger concems.

«  There should be focused on enhancing passenger comfort through adaptation of
latest infrastructure and amenities i.e. comforable seats, cleanliness, Wi-Fi,
entertainment oplions and so an.

e There should be intraduced fare discounts, loyalty programs. and flexible
payment options to ailract mMore Passengers, particularly price — sensetive
CUStomers.

+ Despite a weak correlation, there should be enhanced safety protocols,
implement  visible security measures and provide safely education to
passcngers.

s Reliability is also the influencing Factor of customer satisfaction. Therefore,
there should be adopled several measures 10 enhance the service reliability,
including predictive maintenance, oplimized seheduling, and real-time service
updates, Proactively communicate service changes and disruptions o minimize
passenger inconvenience and build reliahility perceptions.
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Appendix]
APPENDICES

SERVICE QUALITY AND CUSTOMER SATISFACTION TOWARDS
PUBLIC TRANSPORTATION

Diear Respondents,

We are Faculiy member and Student of Lumbini Banijyva Campus, Butwal. Rupandehi, We are
presently conducting a Mini-research on “Service quality and Customer Satisfaction
owards Public Transportation” We would be very much appreciating your participation in
this survey. Participation in this survey is voluntary and you can choose not to answer all of
the questions, However, we hope that vou will participate in this survey SincE YOUr views arc
important for reform measures, Y our cpoperation is greatly appreciated, and we thank you

for participating in this survey.

Best regards,
Asst, Prof. Pitambar Sapkota
Asst, Prof, Tulshi Prasad Bhusal
Mr, Santosh Jung Kunwalr
Section — Az Demographic Profile
Please tick () in the appropriate box/space provided unless otherwise instructed,

1) Age BAT|
o Below 30 (fFw o w=1 0 ) [T,
o 30 1o 40 (f wET AR A wE ) [

o 40 to 50 (ETEE R g A O =
o 50 above (THETH a9 e AET ) ===
7y Gender ( 4% )
o Male (T55) l__-__|l
o Female (REHT) |:
o - Others (370) ij
3) Maritel Status (e Felif)
o Married (feariE) E:l
A Unmarried (aiE=mmT) |_-____|
4} Education (#fke dren )
o +2 and helow (+3 91 79) =
=3
=l

= Bachelors leve (FmTE &)




0

o Above master {FrE7 A1)
5) Occupation (T}

&) Monthly Income (#ifes seriT)

Lo

a

L2

Q

i

hdasiers (ATET)

Student (FraTT)

Self employed (@A)

Salaried Individual (F87 w7 =ufw)
Unemployed [#7r17)

Retired (3= fager)

Below 10000 (=91 g 37 A 5957 99)

LO000-20000 (20 F=re &= fag wer @91)
20000-20000 (FrE T 6 g T9)
10000-40000 (F Fare T = gan &) [ |
Abave 40000 (=i g e afz) e

Jo0 oooob [

7} Chwn vehicle (Fraft ig)

=]

Ves =

a No (2] E

8) If ves, Types of own vehicle @t g a1, el miEw 9

o Matoreyele (FEF) E

E.

Scooter (TR ) | |

a Car (H7) ‘:ﬁ
o Bus (39) :I

Section- B: Main Part

Please read the following instructions carefully and tick () on the appropriate
option. Instruction: 1=Strongly Disagree (e srweas), 2= Disagree(saem), 3=

Neutral (Fzed), 4= Agree(mra) and 5= Strongly Agree{uEEt F3uR)

Independent Variables

“Safety @eEm Horsuand Yeboah (2015) E | 2

(1) [ )

{3)

{¥)

()

Trivers are aware 1o safc driving (fRfb am a=m == ras

wTesh #EE S )

Dirivers use of safely measures | STeTEES EH,HJT FUMTES
AT TR )




1 Feel safety of personal bclnnging;& in Bus {#ATE 9@
et ATATAEEET HOu HEH i)

I Feel safe on the bus (7 F@mm 2 w@ 7w )

[ Comfort (AERAT Horsu and Yeboah (2015)

qETET © EATEAT B )

(1)

() | (3)

(¥) | (1)

There is enough space to 1ake seat in bus (= T= o |

Ciood music s}s.tem in the bus (=@er el @i gomEr HE
AR

[Easy to get & bus (@@ @@t a7 7T AP |

Fase 10 enter exil vehicles (e wa o+ a7 =0T EE= |
A )

I Affordability (Fsman Horsu and Yeboah (2015) [ 1
(1)

3

(3} | {3

() | (=)

Reasonable fare for the service (3% &arsr wifft «rgn g
)

Affordability Provision of discounts in bus (751 3T
ool Cripis ]

Fare are good value of money (S AT JTST ST 6
A E)

Fare increases are reasonable {ATETHT TS T Tesi]
)

[ Reliability (fresaf=n Ojo e al. (2014

(%)

(3

(¥} | 1)

R WA AT )

_Pa:rper functioning of the wvehicle along the route
without break down (7 @od Taa7 § Sarf gemT F=H0
4Ted Taw #AH ETEAE)




=

Stafl always willing to help passenger (SIATETEH
atraTiEes Wi ArIEEETS WEA I T T )

Driver of the bus always follow the planned route (T3
R Wl e it wEE FE TEed T )

Responsiveness (@faf@amiEan Ojo et al, (2014

(3} 1 (3

I3

(%)

(¥}

()

Communication of bus stalT is clear and helpful with their
passengers (AE FHERe AT T ware we ¥ EEdni
feiaadl )

Always willing 10 help the passengers (FH TR
HrEEETS W SEA T T T

Bus stafl are never o busy respond your request (33
e ATTESET R HE A whe =g g )

Bus staff give prompt service to the passengers (FH=0

steriee argEEETS AEe FET )

Dependent Variable

I Customer Satisfaction (0F= %) Ojo et al. (2014)

(3 | (2

L

(%)

N

(%)

| am satistied with the services provided by the bus
(% &% ZT TEE AT ST w E)

The bus services are offered in an efficient manner
(7 drEres CATEE W] T )

[ always give positive remarks about the bus services
(7 a drave oA 68 s T f)

1 would recommend my friends to use ihe bus services
(7 o e e g i P e

| will use the same bus in the future (4 L L il

ey W )




