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ABSTRACT

This research aims to assess the public transportaservice quality in Kendari, South East Sulawésiportance
Performance Analysis (IPA) was used to analyzeqgtiadity of urban transportation services from usgrsrspectives in
this study. The twenty-nine elements were cladsifito seven separate aspects involving Safetyy&vence, Security,
Rates, Pollution, Regularity, Smoothness and Aayutsing a five-point Likert scale to assess sergjgality. A face-to-
face survey using 440 respondents was conducted asfive-point Likert scale to understand the aserpectations and
perceptions of service quality. The IPA, a strategpl, is divided into four quadrants: (1) Concexté Here; (2) Keep up
the Good Work; (3) Low Priority: and (4) Possiblesédkill, to identify the service attributes thategketo be improved
straight away, as well as those that aren't as irtgod right now, those that are overrated, and #atisfactory criteria.
Finally, the data visualization aid government aafties/agencies in identifying priority zones tmpgrove public

transportation service quality.
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INTRODUCTION

Kendari, the capital city of South East Sulawesithie one of developing cities in Sulawesi. Thg'sipopulation growth
rate is 3.42 % annually (Badan Pusat Statistik,020R is noticed that the increase of GDP per teapieates the main
challenge of urban transport in Kendari City rdsgltin traffic congestion and traffic accidents ttfeecome the most
serious issues in the city. To confront this prablenany various modes of public transport have lessidered by the

government especially Bus Rapid Transit (BRT) (QeRakhmatulloh, & Anggraini, 2018).

Service quality and customer satisfaction have loeeigerned by the government progressively in tegears. It
might be helpful for both customers and the govemtnnotably for passengers and travellers. It dabkerefore be
beneficial to attract more users by improving ssxwjuality and user satisfaction. Furthermore, togressively reducing
the usage of private automobiles, this technigde ai minimizing issues such as traffic congestain, noise pollution,
parking issues, and energy consumption(Nocera,)201 this regard, it is very significant to enhargervice quality and

user satisfaction.
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The enhancement in service quality doesn't meansiog only on cost-effectiveness but also on theire,
which attributes/indicators affect the quality @rgce based on the customer viewpoints, resultingetter services to
attract users/customers. Therefore, one of the mapys to strengthen customer loyalty is keeping thustomer

delighted/satisfied with the service (Dabestangltsh, Saljoughian, & Shirouyehzad, 2016).

According to (Boley, McGehee, & Tom Hammett, 201a)stomer satisfaction plays a critical role inihass
destiny and success. It stems from the fact thetbouers are approved to be the “judges” of theiserit would logically
evaluate service based on customers’ expectatimhstandards that they need. The researchers $ujges measuring
the service quality, it would be useful to take rgtleing that might affect appreciation of custonf€tsou, Liu, Huang,
Yih, & Han, 2011). Recently, to evaluate the sexvifuality, it is mainstream to quantify the gapwesn customers’

expectations and their impressions of the serVieg teceived(Wang, Wang, & Zhao, 2007).

Based on the literature, many techniques have beeducted to measure service quality. One concémmany
techniques is that they are not often based oromest evaluation(Dabestani et al., 2016). This authentions that the
best ways for determining quality are either askbogsumers about their perceptions of service tyuali asking and

probing about consumer preferences, or both.

This research explores the gap between users’ t@tjmats and perception by identifying the strengiinsl
weaknesses of the urban public transport serviééemdari. The data was collected from the urbariputansport users
to rate the satisfaction levels of various aspectsnely: Safety, Convenience, Security, Rates,uRofl, Regularity
Smoothness, and Accuracy (Cao & Cao, 2017); (GBGt8); (Basak & Siddique, 2018); (Goh, Currie,Vga& Logan,
2014); (Miskeen et al., 2019); (Agung, 2014); (Butfinca, Yamin, Riyanto, & Mulyono, 2014); (Duwatarsani, &
Tiwari, 2019);(Deb & Ahmed, 2018); (Ratanavarahandonkwao, Khampirat, Watthanaklang, & lamtrak®1@&). In
addition, the IPA technique is used in this redeaince many transport company managers suggested\.T, & Shyu,
2010); (Figler, Sriraj, Welch, & Yavuz, 2011). Thsssince IPA; the simplified and graphical toohgarovide perceptive

hints for authorities to pay attention to the va#ttibutes of service.

This research aims to recognize the strengths aaknesses of the urban public transport servideemdari.
The result will further hint to the authorities/giee providers about those aspects of service thegt address urgently

and the ones that are not very concerned.

LITERATURE REVIEW

Satisfaction

Satisfaction results from a customer's expectaténts perception of the actual performance theyivedewhenever they
make the purchase and use a service. Based onigbenfirmation Model of Customer Satisfaction, @éncbe seen that
customer satisfaction is extremely affiliated tofionation/disconfirmation of pre-purchase expeota. In other words,
customers have their own mainstream in considerdtefore purchasing/using the service (expectatidkfter perceiving

the actual performance of service, the satisfactiealuations are made by comparing their perceptammd what they
need/want. According to (Machado-Ledn, de Ofia, Bao& de Ofia, 2017), the satisfaction evaluationmarked

unfavourable disconfirmation if the expectatiorbétter than actual service, favourable disconfiiomaif the expectation
is worse than actual service, and ordinary confilmmaif the actual service meets the expectatioher&fore, it is

significant to consider a level of satisfaction de®e it can point out the strengths, weaknesséspituctivity of that

service.

Impact Factor (JCC): 7.5428 NAAS Rating 3.04
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Factors Influencing Public Transit Service Quality

In the last several years, the quality of transitviee has become an interesting topic among shofecording to the
literature, numerous previous studies have beealiad thoroughly in determining the factors and tdbutors to the
efficiency of public transport, resulting from tbeers’ point of view on the service quality. Theprelated studies which
have involved in the measurement of service qualitih many various multivariate data analysis téghes are outlined
concisely in Table 1. Based on these aforementictedies, it has been highlighted that there wemadgeneous and
heterogeneous factors influencing the quality dfligutransit service by applying different staiisti analysis approaches.
This is related to the fact that customers haviemift expectations and perceptions of the sexyidity because of their

society, individuality, and mainstream toward saniservice.

As a result, it can be concluded that seven maitofa are influencing urban public transport servipiality
consisting of Safety, Convenience, Security, Ra®edlution, Regularity, Smoothness and Accuracyrédweer, Table 1
reveals that Safety and Pollution had the mostifségnt frequency, Security was the second-higifestior; Convenience,

Rates, and Regularity were also related to Smosthard Accuracy.

Table 1: Summary of Factors Influencing Urban Publc Transport Service Quality
Factors

Smoothness
Safety | Convenience| Security | Rates| Pollution | Regularity and
Accuracy

Author(s) (Year)

Cao & Cao (2017) \ \ \
Giiner (2018) \
Basak & Siddique (2018)]
Goh et al. (2014)
Miskeen et al. (2019)
Agung (2014)

Putra et al. (2014)
Duwadi et al. (2019)
Deb & Ahmed (2018)
Ratanavaraha et al. (2016)
Djeri, Stamenko,
Blesi¢, Mili cevi¢, &
Ivkov (2018)
Figler et al. (2011) \
Guizzardi & Stacchini N
(2017)
Rodriguez-Valencia,
Rosas-Satizabal, & Paris| \ \ \ \
(2019)
Shaaban & Khalil (2013)| \ \ N
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Importance-Performance Analysis (IPA)

The IPA is a visual tool used for better undersiagctustomer satisfaction and identifying the madtical attributes/
items for improvement (Frauman & Banks, 2011). Basa(H.-S. Jang & Kim, 2013), IPA is composed of tiwvo-
dimensional graph that the vertical axis represéhistomers Satisfaction or Performance, and thézdmal axis

represents the Importance of service, which isdmdkto four quadrants as shown in Figure 1:

“Concentrate here” denotes the area where itemgssential and where the performance levels ate Aige

entrepreneurs should maintain recent activities.
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“Keep up the Good Work” denotes the area wherestam essential and where the performance levelkigh.

The entrepreneurs should maintain recent activ

“Low Priority” represents the area where items are of low impcetand lov-performance levels. It means tha

is not necessary to improve this area.

“Possible Overkill” denotes the area where perfaroealevels are high, but the items are not defins

important. Tls quadrant can minimize the improvement to thesas

According to the literature, IPA has been broadbpleed in various fields such as Touris(Weldearegay,
2017);(Azzopardi & Nash, 2013)Djeri et al., 201¢; (Boley et al., 2017){(Guizzardi & Stacchini, 201, Public
administration(Wong, Hideki, & George, 201;(Van Ryzin & Immerwahr, 2007)Rizg, Djamaludin, & Nurhadryan
2018), Food industry (Tog & Chang, 201;; (S. Jang, Ha, & Silkes, 2009), Healthcé®hen & Li, 2010; (Mohebifar,
Hasani, Barikani, & Rafiei, 2016)Restaurani(lrma, Ridwan, & Kasim, 202Q)Chen & Chen, 201, and more
interestingly in Public transportatigRodrigue-Valencia et al., 2019)Shaaban & Khalil, 201..

A
Quadrant_1 Quadrant_2
Concentrate Here Keep up the Good Worlk
High Importance High Importance
Low Performance High Performance
-
o
=
]
—
S
E
Quadrant_3 Quadrant_4
Low Priority Possible Owerlkill
Low Importance Low Importance
Low Performance High Performance
g

Parformancs
Figure 1: Grid Quadrant of Importance -Performance Analysis(H.-S.
Jang & Kim, 2013).

METHODOLOGY

Data was collected through a questionnaire firshgsess the users’ expectations of the serviceshwhimade befor
getting the service. Secondly, evaluthe users’ perceptions of the service, which is enaffler getting the service. T
guestionnaire was composed of two main sectionsistimg of i) Questions concerning users’ demogiaplsuch a
gender, age, education level, etc. ii) bus users askd 29questions/items to rate the service quality omtleasuremer
of satisfaction by using a fivpeint Likert scale, where 1 very poor, 2 = poor, 3 = fgid =good, and 5 = very good(Deb
& Ahmed, 2018); (Djeri et al., 2018jCao & Cao, 017). The 24 items were grouped ir7 different factors concerning
Safety, Convenience, Security, Rates, PollutiorguReity, Smoothness and Accurito evaluate the service quality,

indicated in Table 2.

Impact Factor (JCC): 7.5428 NAAS Rating 3.04
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Table 2: Factors and Variables of Service Quality

Factor Variable Question
Safety Vi1 The ability of the driver to operate thhicle
V2 The driver is ready and alert in operating tbaigle

V3 The driver knows the road conditions and theirmmment of the route
V4 Traffic discipline driver
Convenience V5 The driver is responsive if ther@ goblem on the way
V6 The condition of the vehicle is suitable for use
V7 Clean and comfortable vehicle
V8 The driver is neat and clean
V9 The window is still functioning properly
V10 Adequate lighting, and the availability of a laypémwindow film to reduce direct
sunlight
Security V11 Complete driver and vehicle identity
V12 The number of passengers does not exceed fideveapacity
V13 The driver drops the passengers at a safe place
V14 There is a first aid kit in the vehicle
V15 There was a fire extinguisher in the vehicle
V16 Window film that didn't darken
Rates V17 Affordability of the rates paid
V18 The rates are set according to the facilitieslable
V19 The rates are set according to the servicegaged
Pollution V20 Vehicle air pollution
V21 Non-vehicle air pollution
V22 Vehicle noise pollution
V23 Non-vehicle noise pollution
Regularity V24 Frequently used transportation hasteedule
V25 Frequently used transportation on time
V26 The suitability of the route travelled
Smoothness and V27 Travel speed and time on the way
Accuracy
V28 Ease of reaching the destination
V29 Easy to switch routes

Questionnaire Design and Data Collection

27

Data were gathered in Kendari by using questioesaand oral interviews. Users (both waiting at stapd being

onboard) were the target population in this stuidyey would be best able to provide their viewpoiioisevaluating the

existing public transportation services and lew&lssatisfaction with those services in Kendari. imple Random

Sampling Technique was used as the tool to collata. Participants who used bus services in tlyeacit were between

the ages of 15 and 70 were selected, resulting fddnrespondents.

Importance-Performance Analysis (IPA)

In this study, IPA was used to analyze the varmliat were utilized to measure the quality ofgbgernment-managed

bus service. In total, grouped 29 items in the tjoesaire into each of the four Quadrants whichevesnstructed by the

two-dimensional graph that on the vertical axisetdsSatisfaction or Performance calculated fromatherage of General

Satisfaction of each attribute and on the horidoakds, Importance of service calculated from tlverage of General

Important Degree of each attribute as well. Assalteby using the importance and performance ohestribute, IPA can

be plotted graphically.
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FINDINGS

Sample Characteristic

According to Table 3, can be observed that mogt®fespondents were men, 61.10 %, and 38.90 %wearen. In term

of age, it was grouped into five years intervak] #rhas been found that 384 participants (87.13&e under the age of
30, 54 (12.30 %) were between 31 to 50 years old,cmly 2 people (0.5%) who were older than 50 yedd. Regarding

education level, the majority of the respondentsewdpper Secondary 42.00%, followed the bacheldegree 25.70 %,
Diploma 12.50 %, Master 6.10 %, Lower Secondary 34 Doctor 0.20 %, and other 8, 20 %. Furthermtivexe are no

tourists to participate in this survey, so 100 %t sample was indigenous. About the Purposeavtlr 58.90 % of

passengers have an educational purpose, 14, 5 Busoress/work, 10.9 % for shopping, 9.80 % forifgnand 5,90 %

for others.

Table 3: Socio-Demographic Characteristics of Users

Socio-Demographic Characteristics | Percentages
Gender Men 61,14
Women 38,86
Age 10 - 20 40,91
21-30 46,36
31-40 9,32
41 - 50 2,95
50+ 0,45
Education level Lower Secondary 5,23
Upper Secondaryi 42,05
Diploma 12,50
Bachelor 25,68
Master 6,14
Doctor 0,23
Others 8,18
Purpose of travel Business/work 14,55
Family 9,77
Education 58,86
Recreation 1,82
Shopping 10,91
Others 4,09

Descriptive Statistics

Table 4 illustrates the information about the impnce and performance of each variable. Regardimqpitance, it has
been observed that Convenience had the highest aféaportance at 4.037, while the second most g factor was
Pollution at the mean value of 4.033. On top of,tl&ecurity was the third most important factoitret mean value of
4.022, and the fourth most important one was Ratéise mean value of 3.943. Moreover, the lowestim@ importance

was Regularity at the mean value of 3.843.

In terms of performance, it has been noted tha¢dRalso had the highest mean of satisfaction &73llowed
by Smoothness and Accuracy, Safety, ConvenienakRagularity were at the mean satisfaction of 2.29898, 2.688,
and 2.543, respectively. More interestingly, if ted&e a closer look at table 4, it is worth hightig that the users
considered V17 (Affordability of the rates paid)18/ (The rates are set according to the facilitiegilable), V19 (The
rates are set according to the services providé2, (Ease of reaching the destination) as the rimggbrtant variables/
items that lead them to use the bus service andd¢isfied with it. In addition, V14 (There is iast aid kit in the vehicle)

Impact Factor (JCC): 7.5428 NAAS Rating 3.04
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and V15 (There was a fire extinguisher in the viehiwas the item that makes users dissatisfied thighcurrent service.
Furthermore, the mean average importance of al¢higems was calculated at 2.679, while the averagan satisfaction
was at 3.976. Therefore, if the importance andgperince were plotted on the IPA grid, it would Iseful for authorities

to quickly evaluate the areas that need urgemtatteand those that do not need to focus on.

Table 4: Descriptive Statistics of Variables / Itera

Factor variable | N Performance Importance
Mean | Mean of Factor | Mean | Mean of Factor
Safety V1 440 2,75 2,698 3,89 3,923
V2 440| 2,74 3,86
V3 440| 3,12 3,94
V4 440 2,18 4,00
Convenience V5 440 2,77 2,688 4,02 4,037
V6 440| 2,75 4,20
V7 440| 2,73 4,09
V8 440| 2,45 3,85
V9 440| 2,70 4,01
V10 440| 2,73 4,05
Security V1l 440 2,61 2,463 4,08 4,022
V12 440 2,73 4,12
V13 440( 3,04 4,10
V14 440( 1,92 4,02
V15 440( 1,92 3,95
V16 440| 2,56 3,86
Rates V17 44Q 3,52 3,287 3,96 3,943
V18 440( 3,20 3,93
V19 440( 3,14 3,94
Pollution V20 440, 2,53 2,383 4,03 4,033
V21 440( 2,14 4,13
V22 440 2,41 4,01
V23 440| 2,45 3,96
Regularity V24 440 2,76 2,543 3,79 3,843
V25 440( 2,47 3,91
V26 440 2,40 3,83
Smoothness and Accuracy V27 440| 2,89 2,993 3,92 3,920
V28 440( 3,06 3,94
V29 440| 3,03 3,90
Average 2,679 3,976

Importance-Performance Analysis (IPA)

The intersection in this IPA grid is constructedutiizing the mean average of importance at 3.86@0 the mean average
of performance at 3.556. The variables are plottedhe IPA grid using their mean values; consedyetite graphical

results are illustrated in Figure 2 and briefly soanized in Table 5.

From Figure 2 and Table 5, it has been observedvidn@able such as (V4), (V11), (V14), (V20), (V2Bnd
(V22) which falls into quadrant 1, Concentrate Havhich means that the users considered this Varabvery important,
but the performance level is under an average. ovent authorities should prioritize this criticariable for improving

the service quality provided. Therefore, it need$naperative concentration for improvement in tigdrant.

Variables such as (V5), (V6), (V7), (V9), (V10), 1¥), and (V13) are positioned in quadrant 2, Keppthe
Good Work, which classified by stating high impoxta and performance level is also high. In addjtiba variable which

has the highest importance is (V6). The conditibthe vehicle is suitable for use. Even though ¢heariables are the

wWww.iaset.us editor@aset.us
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service's strength, the government agencies shHadg up the good work to satisfy the users. Oncthrary, these
variables might take a chance to run into quadtaftor instance, (V5) The driver is responsivehdre is a problem on
the way, (V6) The condition of the vehicle is shitafor use, (V7) Clean and comfortable vehicle9X\Whe window is
still functioning properly, (V10) Adequate lightinghe availability of a layer of window film to rede direct sunlight and

(V12) The number of passengers does not exceegktiiele capacity in this research.

Some of the variables are considered Low Priofitgw important, and the performance levels are &sd’ and
fall directly into quadrant 3, namely: (V8) Thedr is neat and clean, (V15) There was a fire guiisher in the vehicle,
(V16) Window film that didn't darken, (V23) Non-viele noise pollution, (V25) Frequently used trangation on time,
and (V26) The suitability of the route travelled.

In quadrant 4, Possible Overkill, the variable sashV1), (V2), (V3), (V17), (V18), (V19), (V24)VRT7), (V28),
and (V29). The users considered this variable a&s iloportance, and the performance levels are higtus, the
improvement in this area would be ineffective sittoe users are satisfied with the service alre@dythe contrary, these
variables might take a chance to down run into camtd3. For instance, (V1) The ability of the drive operate the

vehicle, (V2) The driver is ready and alert in ggigrg the vehicle, and (24) Frequently used trartafion has a schedule.

Furthermore, the strengths and weaknesses of th&eeavere investigated by the level of satisfatti6rom
Figure 2, it has been revealed that there is samahble which is the weakness of service consisi8bfety (V4) Traffic
discipline driver, ii) Security (V11) Complete deivand vehicle identity, and (V14) There is a fast kit in the vehicle,
i) Pollution (V20) Vehicle air pollution, (V21) Nn-vehicle air pollution, and (V22) Vehicle noisellption. Moreover,
the strengths of service consist of; i) Conveniefv The driver is responsive if there is a prablen the way, (V6) The
condition of the vehicle is suitable for use, (\@ean and comfortable vehicle, (V9) The window til functioning
properly, and (V10) The condition, ii) Security ()1The number of passengers does not exceed thelevglpacity,
and(V13) The driver drops the passengers at guiade.

W5 Concentrate Here Q1 v Qz Keep up the Good Work
V21
L 12
410 Vi1 » V13
vr i
=10
aw 7 - ’vzu
4 s W
@ 400 o . v
o
5 3.976
E : Fza v2a  vis
o fvis N By Vs 17
) 5 " vzt -
g, V25 ; 5. V8
E 5w M1 3
v @ N2
V28
3.80 24
70| Low Priority Q3 Q4 Possible Overkill

200 250 2.697 3.00 350

Performance

Figure 2: Importance-Performance Analysis Grid.
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Table 5: Summarized Results of IPA

31

Quadrant 1:
Concentrate Here

Quadrant 2: Keep Up the
Good Work

Quadrant 3: Low Priority
(Q3)

Quadrant 4:
Possible Overkill

(Q4)

(V4) Traffic discipline
driver

(V5) The driver is responsive
if there is a problem on the
way

(V8) The driver is neat and
clean

(V1) The ability of
the driver to operate
the vehicle

(V11) Complete driver
and vehicle identity

(V6) The condition of the
vehicle is suitable for use

(V15) There was a fire
extinguisher in the vehicle

(V2) The driver is
ready and alert in

operating the vehicle
(V3) The driver
knows the road
conditions and the
environment of the
route

(V17) Affordability
of the rates paid

(V18) The rates are
set according to the
facilities available

(V19) The rates are
set according to the
services provided
(V24) Frequently
used transportation
has a schedule
(V27) Travel speed
and time on the way
(V28) Ease of
reaching the
destination

(V29) Easy to switch
routes

(V14) There is a first aid
kit in the vehicle

(V7) Clean and comfortable
vehicle

(V16) Window film that didn't
darken

(V20) Vehicle air
pollution

(V9) The window is still
functioning properly

(V10) Adequate lighting, and
the availability of a layer of
window film to reduce direct
sunlight

(V12) The number of
passengers does not exceed
the vehicle capacity

(V13) The driver drops the
passengers at a safe place

(V23) Non-vehicle noise
pollution

(V21) Non-vehicle air
pollution

(V25) Frequently used
transportation on time

(V22) Vehicle noise
pollution

(V26) The suitability of the
route travelled

DISCUSSION AND CONCLUSIONS

Specifying the strengths and weaknesses of thebcisyservices has made an essential contributidhetgovernment
authorities. A face-to-face survey was conductethis study to learn about consumers' expectatmusimpressions to
prioritize development areas, with 440 participasttategically. The IPA, a strategic tool, was #apland discussed in
this research, providing the government authoritles guideline that rapidly empowers them to cormenel users’
demands and desires and evaluate user satisfasttmad of only on performance attributes. Logicalhe Concentrate

Here quadrant variables are considered the urgamntilsutors who need urgent attention.

Based on the results of IPA, it has been obserliatithere are three factors with six variables tlettan the
Concentrate Here quadrant. On the safety sidedtiver's awareness of orderly traffic is still lobaw enforcement is
often carried out through police operations, andaut, there are many disciplinary violations bgnsport drivers. This
condition is a threat in itself for the efforts mflated parties in reducing the level of congestiarthe roads and public
transport services. Furthermore, on the securitg,ghe identities of vehicles and drivers areroftgnored. Awareness of
this impacts the lack of responsibility for drivaécsensure the safety of vehicle users. The idepfithe driver is not an
obligation to be displayed on the vehicle. Howeveremains a concern for transportation usersaddition, vehicle

identification information is mandatory to know. 8@t passengers will feel safer during the trip.

www.iaset.us editor @ aset.us
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In terms of pollution, that some vehicles emit ptitin to air quality. This is due to a lack of maimance on
vehicles, especially routine engine maintenancedudition, air pollution from cigarettes and ungiaat odours. Plus, the

noise pollution caused by the sound of the vetlggleaust is quite annoying.

Moreover, it is also important to pay attentiorthie variables which are closed to the Concentraie Houndary
like Convenience; (V6), (V7), (V9), and Safety; @)1 Variables are placed in the “Low Priority” quadt concerning
Convenience, Pollution, and Regularity. Howevee, lgss important variable among all the varialde$-requently used
transportation has a schedule.” According to thersjssome variables on few factors situated inRbssible Overkill
guadrant such as Safety, Rates, Regularity, ancdb®mess and Accuracy. The users are not consideasdmportant; it

is thus not necessary to improve this quadrant.

After investigating the results, it is worth higjtiting critical issues regarding Convenience arfdtgaUser

satisfaction will increase if government authostestablish minimum standards for these factors.

To conclude, this IPA is the strategic tool for th@vernment authorities or researchers to evalimegepublic
transportation services quality by providing guides to prioritize the focus area for improveméien though obtaining
good responses from 440 participants, it would egeb for further research to make it more geneedlito the entire

population.
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