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Abstract

Abstract

Improving the public transportation system to compete with private modes
requires an understanding of passengers’ perceptions of the service quality and
the effective variables on their satisfaction. In the literature, various methods
and structures have been developed to identify effective service quality
attributes and to assess their relationship with passengers’ satisfaction;
however, most of them either ignore the socioeconomic and trip characteristics
which could affect passengers’ satisfaction or consider them by other
approaches like market segmentation as post-analysis. Additionally, there has
not been a comprehensive study to compare and assess service quality in
different public transportation modes in Iran yet. Therefore, this study aims to
analyze the passengers’ satisfaction of service quality similarly in three main
modes of transportation and provide comparability between the modes. Also,
this study considers the effect of socioeconomic and trip characteristics
alongside the service quality attributes on the passengers’ satisfaction by
combining factor analysis and the Ordered Logit model to address the
drawbacks of previous studies. In order to construct similar latent structures in
all three modes, a five-latent-variable structure including service, comfort,
information, safety-security and cleanliness was constructed from total data,
and then this structure was developed on each mode. Afterwards, three Ordered
Logit models were developed to identify the significant variables in each mode.
Finally, the service quality attributes were prioritized to improve the
passengers’ satisfaction using the probability analysis of satisfaction levels,
and the Importance-Performance Analysis. This study is conducted on 1808
data from metro (line 3), BRT (line 1), and jitney (three lines: Valiasr-Tajrish,
Rahahan-Hafez, and Noboniad-Haftetir).

The results indicate that socioeconomic and trip characteristics are
significant in Ordered Logit models so they should be considered in modeling.
In terms of service quality attributes, waiting time, crowdedness on board,
crowdedness in station and seat availability are the most important ones in
metro line 3 with low satisfaction rates of the passengers which need to be
enhanced. On the other hand, the important service quality attributes in BRT
line 1 seem to be satisfactory to the passengers; so for further enhancements,
investments could be allocated to the information on board, crowdedness on
board, security in board and seat availability. Moreover, vehicle apparatus
functionality, cleanliness on board and cleanliness in sation are first priorities
in the three investigated jitney lines.

Keywords: Public transportation, Customer satisfaction, Service quality,
Ordered Logit model, Factor analysis



{2y

WIS -V,
«

Amirkabir University of Technology
(Tehran Polytechnic)

Department of Civil and Environmental Engineering

MSc Thesis

Title of Thesis

Analysing Customer Satisfaction in Public Transportation
Modes in Tehran

By
Tara Saeidi

Supervisors
Dr. Mahmoud Mesbah
Dr. Meeghat Habibian

February 2020




