Evaluating Customers” Satisfaction of Service
Quality of State-Owned Transport Company:
A Case of Kano State Transport Authority
{Kano Line), Nigeria

LA Ojekunte™ 5 0. [brabim, M5 Cluwole, sl A, 5. Owoeve

Dot of Teaspor Min Techmlugy, Sohoed Eneeprencership and Management
Technelogy, Fnl.'n.".'ln':ni:pul"l':rh-.llqr.ﬁhm Miger, Migers

Absbract, Ceslisners salisfasction snd servics qualily s crilical 1o e busincss
survaval of s argamsaion Thes i whi' th sy slcmpls s caenine he
Estal customer sinfction logether with serveee quadily of the inler-sily -
gt service of Kamo Stale Trarspord Aothoniy, Migers. The duia weed for his
sy ‘weas obigisal thrsugh the sdminsiraisen of 210 quediomnues o pesen-
Fniﬂ?ﬁlﬂhq‘nﬂluuquqkndﬂnmmm
SERNVDLIAL =] Sirplcal fiar [ service quulsy
miwmttulnuinm&rHWlurmqu}mu:ﬂ.
s inchudc; Empabihity, relishadlty, Exipathy, Respooienca, Safety Comforl-
absility snd Acawsnce. Aller the wmalyes, the resoll shirvs Dhal, The iverage sican
scare of 334 wen caliulaied for colomier kevel of salmficison, which miers thal
uiscrs are Meirky coniened wath e irspaos services rendesed hy KSTAL In lerms
ol perospiain of qualily of service of KSTA, the Gusimer decnige mcan sotes
of 36T v caleulaied implymy thal the cinbomers percopiiden of the guality «f
service of KETA is saderale]y bigh. The Sndnps sk develpe hal the silisfaction
wl T s angfully i L] o al i el qualily of sorvace
ol sl Ty, e lisballily, respomi ivenci, svainnce. conpaily anml Langihle. Bascd
_hur_]qu-l:quﬁl:-nhhurhm-Pmﬂh:h.E—.-—
et care, servics echiakilily and clfodwe
mumﬂqd—ﬁ:him.‘h_m-:nnmﬂ

Eeywards: Serar quably - Cusbomer s Baison - Pehlic iesmport

1 Introsduciion

Pastesger inansporn service can be enher imara-cily of @meer-cily operalsns, iser-ciny bus
carmies iravelers over lesgiy distances between different metropods, mesaci palities, or
etieer peopi Dot o arecans Comreersel y, isira-urban buses Bove regular stops iSnoug B an
urhen of mumcigalivg. Wieress, inler-cny buses commonly have fely & sbop 8o Cenaral
Hummess [hsaict CRD) in the ciry, and covers long deiances wideow siopover ol all.
Inier-ciry b operatons oooar all over the ghobe and can ke openged By pablic or privess
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eslahdrabome mis. Imira-ciry bus servioss frequently fooes at densely populmed urhan somes,
while imer-ciry irser-town bus Tacdities e of prominen valees in bghely populaged rums]
Do st ehat resgredarly have slight or no commmeal esponation. Althosgh, there ane
other modes of moving people frm citles B0 cites, s operation remaiss de mast
Comnon Bvess Of Eassporiing peopls berwesn chlies, a5 they can be found in both
developed sl developing coumtnies ((Hekuske 2H 4L

ez o thie ot b in public rranspodt ks service geality. The gualing of senvoe
hes b sdeom oo Customer satisfaction as well & cathe level of pamonage. As clssomer
satisfacmion ks low it also brgs down paronage level whach also advercedy affecis b
resvenue ol public ranspon ong e ation Mjekunie 20014 Kostukis and Pasdelis 20060, B
i= presemly & verifable s e qualiey of service influences cperational performance
off transpon organizstion md s soomomic fonune. The moss esfasomhle bmgact of
poor service guality is leck of cusiomess satsfaeton and herefone lack of patronage
PCrabriella and Laurs 20065

Thee svent of globalizadon has hrough ot de breakdows of kocal and naseal
exchange borders wherehy markets de were up il now conrolled by monagolicts Bave
bromgbe composiions. s & sow wodkd of cooncee and busingss compontion, measps
organizanons have come 1o undersinmd tha consumer kyalty s very inpomant Degani-
ratiogs (il casnod devise meass md masagemen frmcgics hal can consisicrely Tuldl
kil e v ek v T o e R 0 AT e G i . T
need o for business survival has thessfone made many organizations 1 smbrace seavice
quality &= a hasic goad for servival. In recem thmes, siudies Bave confirmed that qualiry
off servics has an e widh fulfllmens of Osssoarer <A poctation and
tuilds cussomer kyvalty (Juss and Roco 2041 Quality of service measunement & om:
of the most mnperaive real-world thenees B service providers and segulmiony Boades,
bl i adn Femades o formdabie research subject. For thee reasons, i@ b8 shgnifc o o
recogmire qualiny of service femmres and i certify their mnk sl impact on cosiomer
ilesdde (i iaariella and | anra )

Im & competitive hissimess workd, & lage mamber of public ITEnspom epemasoss amemp
to enhance their service qualiy with s of Enproving sstisfocsos of coremer 1o
miake dem kvl and dedicaed 1o the compasies. Aconrdmgly, commmunal transpoenation
employs @6 pecalar strmieghes o improve is snlgue gealitg of serioe. These araleghes
e wihat differentiaie one plbdic rranspon (rgasieation frons the ofers. Hence, scgon

operaing company can servive compese fvorshbly and remain in Bsines for & wade
range of 1ime.

The search for explomation o gelity of service resdened by puhlic transpon oser-
mors s e orben cemives Bos long ammecied de amenton of reswcbers in the feld
of public wansponation sysiem. Smce the early 19701 mseaschers have changed their
focus away from the medoonl siudks of purpose and mode of sk RS
sysiem w those e elfeaively capiune the developmesss fundamesal 1o service qualiy
b e Hghu of the exleing iechnology and currem plessisg poocedeses (Barabino 21 al.
20M1 2 Monzover, Compeiilos among S ransporn operating (g sanes bas he oo

b kind of coovivel of dhes Amazr afome m sevain ofloae in cines waso hee wpgranaialy
purssed. Dese 10 competiion, the cusiomess psm oo 1 be funier festidious mnd wec-
pete smproved services from service providisg estahlishmesss. Therefare, the comnssl
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TP IASHIN T ey emcnunters the obstacle of remdering betier mmd srong services
1o their cespoaners. Therefore, Tallure 1o provide this ey gealitg service may pm the
service provider o & dissdvaniage so @ that can provide o superior service. This
Neceienes the sescasch s onder oo provide explich information that would sseevel the
nzin aspects of Banspodt services tha impect significandy on the casomer satisfaction
o pslbdes Drmms P e CELSGE COETIPANY.

“Thits study deerefore focuses on mvestgating overall cessomner satsfaction with ser-
wiee gualicy beved of e ister-city manspon senvice of Baso State Transpon Asbority
(Eano Lime) Migena.

2 Theoretical and Concepizal Framework

These ase masy ssderlyisg focrors which can help our underamanding of how 10 mes-
sure service gualicy. An appredable s of rescarchers have produced lists of service
quality factors; viz Amssend (140} snd Gridanoos | 1990) pobably provided the hest-
Kniws detenmisans e nddaie Froa Parsssrmman et ak {19335 L They poovided a list of ten
Farunrs dhal dessrmins wsmoes -'||u||.r_|.' sk el SRR N SR RS O
compelence, responsivensss. cradibdbiny, relisbaliny, tmgibdes secerity and undess -
iz, Mowever, & high degree of cormelsnon bas bees found to exio amosg oy,
communication, credibiliy competence, mmad secmniry, and berween undersimdeg and
sevess (Robent 19970 Hence, they have hees combined ineo two beoad divensions
off masmermc: and cmpatly. Bobon, shen collupecd them nce five scopes of sangibilay,
pesponsivenca, reliahilin, epathy 85l sssurance & the Bdeaters of nessuring thair
quality of service.

SEFYQLUAL isadicators as vhecrved in MPamsommes oral. § 19600 and Zcathaml o al.
i 19}, vy in deir relotive mponasee from o service comany 1o moders b they
harve eoen e nce nihas the o or (s e of gealicy of senvice in marnmy i ot sllyconsumes
seErvice oOMmpany @e encompassed in their b, However, in iranspon hssiness, there other
irnporteen Fariors of service gualiny which must he incladed bece inchade safery and
comlorizkdity of de ossomers which were nm expliclily capured ls e Parmesramen
eial § 1HEE work.

3 Concepiual [ssves

31 The MOBRL Model of Costomer Safisfseton

Figiee | degocts MORLD Model of Custonesr Satafsotion. five major deeminases of
sl siaction in e public service Bave been ilenti fied, these are: *Delwvery . “Timeliness',
“Izdoreration”, 'Professionaliom” and “Sasf Aninsde’. Defivery infers thar e service b
remadered i cusiomers wiile dealing with sny dows 1 enb issoes ths may emerge.
Timeliness implies thar the service |s gaickly given o the cus mmers. Infcemation implies
thant regrndless of wisether the dara supplied 10 cosomers is accurme snd far reaching.
Professhonalism disoseses the capabiliny and cleverness of workes in giving the service.
Limaly, worker dispositims allude o e degree 1o which frondise el e cager w offer
AppToaChEnE, Oiging Sl SITPEIEn. SETVine b CEEneTs.
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Hivweser, hepnnd the vanables identfied by Mo 's model of servics qualiny, Swene
e her facions tha e key W Measunsg mranspon service; dey inclode e comfon
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4 Empirical kssues

Qualiy of service is consldensd as of e key [hooes of competitve benefin, as it ssiss
to retaln and chanm cunomers. According to Shin and Kim (2008, sad Cronin end
Ty boor (1992 qualiny of service s related with kaalyy and smisfaction of customer. This
coapelation hies hees bong -cashdied, e reesnches have demonaralsd the encoumging
relationship Berwern qualiny of serviee mnd saisfection of conomer, wioch waimaely
resan 1o lovalny of cesomner (Rashed and Abad| 2044; Samowrids and Trivellas 200,
i et o MMM Demge et ol 2008 Peribesmone, geality of service is issolved as an
HEGnanOs vimlahie (e forecasting lovalny of cusbomer.

Lrznemally, INanspon service OfgasPeis have focising woo muck on prot gein snd
gmoring quainy of service; they are basically cos efficien md cost effective onemed
imnend of service orleated. A degree of coan efficeent s dlassonlly defined e rendemed
services e g velicle-iomemes), wheneis, o degree of service effectivenss s defined
as expemded service (eg passesger-Rilometres). Fapare 3 flusiraies the refmionship
beswees cost efficient s cost effecuivencss. Nonetheless, Inmapon operating hodies
essenvially do pul concesemtion in obisining & level guality of service thae is high,
coedidering iraveders primacies snd mececcines (F-Deaeldy enal 207). For this reson,
there |5 e need 10 use metlods il can help io recogmize the reputation of quality of
sEmioe fealunes on uversal sasclaonos climts as well o6 assescing qualiny of service.

From the reviewed publicaicss, many medhods that Bave been developed 1w quas-
tify qualiny of service and satistaction of customer of comeressal ranspomn organlzations
s as in other service companies. These methods e groundad on pasroen cvaleations.
The opprutsal of qualiny of service s sasisfaction of cunomer cun be gained in diverse
muans; by geestioning ceomers of their ohasrvarios of satisfation on quality of ser-
wice, by quesioding dhe expecision of Importamce, of by geestioning both ohservation
ond experistm. Funbenmede, obmervation can he relaied wigh the 2one of iolemmce of
expecuations: this |5 defined as the range berween the maximum desized level s misi-
e acceplable kevel of experiatione (Figimd 20030 A roting o ranking of esch service
Peatures can he requested frem parons.

Crovesder and 0 (3001) chserved thal the Imier-cliy Bus senice seemm o offer
safer, mone cost effective and calm manspom servioe tan ofer allemative means of
iramsportagion in the cities. In sphe of that they il chserve there & gresn potential for
imnpeoving seavice quatity in order offer benier service w lis patrons. Theselore, giving
cossdderation o quality of service could anest w make this sppeoach of traved dhe ideal
chosce of travellisg For loc sl os well 5 isenationa] oenss Lioan (20050 Ao, they
dizcovenzd dear luxury snd subabaity of wavel savinssments has subssantial siralght and
subsidiary isfliences on keakh, wealih and plesosre of Cesiomers.

The rapid ubanizaion ssd high mie of popolabsos growth with svendasy rraffic
overcrrdisg s lessening regalaion of comenomal ranspomatios n masy cimes in
devehupang cuuniecs cumpel mapnsy of poople indevehspaog skl g doposd sminly
o services givisg by pabbe: msmeportazion sysiem for their meverment wasts. This Tarther
URdSFCE e Ralesaly 167 ShlEr, Mide openiive and WMode Wall-rganlzsd S
system, widch s indispessahle po excsring samislvonory and ressonabile sppenachebilay.
Moreover, the endening mainisisabile geowis of livisgs isthe ral asderhan aress largely
depends on the efficiency of public samspoet sysiem (Rwehangim o Mounder 1999}
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i wecilop bebween ellicicncy and cfectivenesy indicalors. Souee: Bertim BRI, B-
Cieneidy A TRE, 2001

The et people wre wiilisg o pay for & Tasspor service in onder to mave] from place 1o
place differs depedent o the calegory of tour. ravel period, mwveler's chodoe and mavel
circumstmmces. Troveless always eady o reimburse sdditosal cost of dme B mone
suitability or bexury. For insmnce, mvelers cocasionally pay sdditonal for advanced
class faciliny, select slower styles such 55 mellieg and luking since they apgeccime e
pruha.u'::‘l-mlnlnqpﬂ: TranspoeLalion pal o circumvent rmnsfers (Bwebangira and
BMounder 1998,

In was ferther argued that an esbancemenl @ the quality of service can fanher fas-
cinae cuslomers of msers (o de senviee provided. Base com this, the seorch o develop
syslems for mensering and idestifying satisfaction of customer is sull required. These
ayslems permit the sere: pots of the provided servioss wo ke ackmew ledged and watls-
Eacthon of casmommer oo be imgenved (Nakasisla 1997 ) For rransport operaisg compasdes
Eor st service Tell pbdlity is considessd very viml since boil the passengers and e
s gl service providers value consisten sarvice. Moreover, & comedt Knowledge of
pertonmance evalumion of service com assist cusiomers b be Dally imvolve @ the -
pomatees policy and decsson-malsg procedure and give rancdt operating compisies
hedplul evidence 10 recognize sl evamine service difficulties (Nakanishi 1997).

Le-Klashin {3002) discovensd that wevelers wene proloendly Bappy with Relinbality
Pascmaliy, Service Recumence md Network Consection in the comenma) maasporis-
tics while they were disappoinied with the workers service, sme 5 bos slopovers, anid
L rrusip el Aesosaind on el (200 e baaly el vl ikemn Yeaaing Tunc, Funisualicy,
Rallateilivg, Regulaniy, Secuniny, Professlonalism, Comfon, Nemness, and Counesy of
stafl” were viml clemems of passengers” gratfication. Hoveg sxplored o mose exensive
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soope of clements of service s laly. Barahino e ol. 20020 @soovensd that ‘neatness’,
“tees pelihilay®, “recurtence’ aad “on-bosnd securiny”, e more vial in deciding the
servics qualiy. Keestskis pmd Pandels (20081) aleo emcoversd that ‘safery’, “service per-
sonnel’, snd service inskde the bas’, Time”, ‘mvallabdity’, “route precise”, and ‘noese
reCureace” e s impoam service slemesl of mibuies ar regulate (he cusinmes
satisiacnion of urban iransponation in Gresoe.

Mwne hnkw (200145 proved that, in Nigene, ‘comdon’ ssumed the highest conee.
queses on inclusive satisfacion and seconded by accessitdlity. The femures dual fol-
bowerd were 'ndequacy” and bus pack smenides’. [ wis revealed thar ‘comioan kevel” and
“winltimg-time” as the primary fealures thal Move CoIERers o oo mimal spon
service 1o privaie amomobiles in Dhois. Kameruddin er al. (2002) reveals dal o
loder expectation an public meepon services mostly depend of users” wellhemg in
the Mslayslas sening. Nometheless, if was found thae key qualiey of service fundames-
tals generally vary mmong different cosnmes becmee of differences in social clses
ard qualdity of ranspom syaens @ wis however observed thar the praogicy of guality
I el N Mok & padtioular manspon maode bin rather on providisg effectve masapon
system that will meet the seed of e people. 5o, mavel ume, comvenience, cosl and
flexibiliny are the crscisl determisans of user-oriened IMEEpOraN0s SCTHE.

5 Methodolagy

A Held servey approo: b wes wsed oo assess qualiay of service and satisiacion of cusiomes
im Kano Stale Trenspon Auwhoriny. From e operationsl reconds of KSTA, & weal of 1050
pecsengers are carmied daily. Ot of deese, 2 1] passesgers wese sekoiad andomly from
differen bus rermingls representisg 3% of the potal sndy popelation. The questiossaine
survey wis camied out o Kane Sweee Transpon Authonty Losdisg Terminal, Passes.
pres mavelling ur ikl i il wathos du e winu s wrEe e sngen palacnes. Sle
remariing the defective ones, anly 197 represenimg abour 948% of the wotsl queshos-
naire sdmisiiered were eveniually used for the analysis. The SERVOILIAL mode] was
chosen vis--vis the dimension and manmgemens of service qualay scross diffesem ser-
whee comtent, The SERVHUAL mosdel was made up of e dimemsions of service guality
Moz (medsde; communication, wagibilay, credibilay, rellabidity, compeiaces, reipos-
slvemess, couriesy, security, enderstanding the customes. and pecess. The SERVOILIAL
mcded] is & goosl gange for ssescing quality of serviee of different specific indusimes.
Mevenheless, it s approprise o seleer the mies vite] doension of this mede] which th
i speiiie servive eing esimmend wil e gl o gusesesy depemiable
leghimane owoomes. Likewise, this moded was utilized becaise it refiecs customers
expocuntion for service and in relation o percepion of the service which is
lfeal methiod vo delarmise gealiy of service in the service segment (Skshin 2000 The
research employed SERVQUAL 1o detenmese guality of service by means of @ five
parndigms af tangibles, sogathy, sisumnce, fespossivensss, and reliobdlity 1o evaluse
sunlisTacnion Of Cesmer.

The Cronbach's alphs was sdoped to evaluste whether the scale was reliable 10
megsure the mternyl cofcesency becise the higher the vabse the betier the intemal
criciviency level [Daie analvss was camied om by descripeive siatistics of Meas seale
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renging fecan 3 flmdicarsg highly smisfed) w1 Cindicnng highly eseanisfed ). The Prod-
ucs Momemn Comelation Analysis wis used i mexsare B rype and sirengeh of relarons-

Hl.lphalmnm:h-pﬂdr_m wh{mmrrlrﬂlﬂuhu:m-depmdﬂl wariade
(Eeryhie qualiny diensling ).

6 Findings and Dscssion

el 1. Cindivmers pericptions on servios quality

BN |Fatomofsorvice |Mesn | Sul Deveation |N
Yty

| |Comforskitity 3735 |0a70ss 197
Rchiasility 4041 |nazie 197
Bopomsmos | 1.9685 |0.91035 197
[EEE— 33553 070250 197
Safety 1m0 |naxas 1
Esmpalby 16414 078514 197
Tagibility 16054 |nA2106 197
{varall ratine Jban

St Aisilr's L'uqi.i.ii.- {20LE)

The mean (s Tabde | s an excerpt of the scale of 3 = smagly agres 1n 1 = srongly
dhlpnénmfuﬂlﬂqudﬁlﬂﬂl@mmﬂmd“ﬁnﬂhmnmnlqu-
svemess, Asusries [Mmencion sad Ssfery were measmred by mwo Bems Similarly,
Empaty and Tangible dmnension wene sho messsred usleg Foer dems. [ penrs of
perceplion of qualay of senvice of KSTA the cuslomer overige e soose of 1622
ws caleulmed fromn Tabde | which implics that cusiomer perceived thet the geality of
service of KETA i moderately high bs assewing customens” satisfacsion foom the ser-
wiose provided by KSTA, Tabls 1 depacts tha paccenger ras cismsnlinams regarding
SENELACRHIN.

Six different statements of S-point Liken s ale wn employed in the questonsaine
o measure Saslcion The rating & how satlsfed e respoaden & with the price?
The matings mre 4, 4. 3, 2 1 whach depicts Very Satlified, Satisthed, Averge Satistied,
Unsatesfiend, Wery Ussatished respectvely. Also, il the resposden) feels secarad while
maveling with Kano line, it Is rated in sese ragings 5, £, 3, 2, 1 which depicts Very
Secuse, Secure, Average Secure, Insecure, and Yery Insecore respectively. Conclusiveldy,
the cusiomers were asked o they ore Bappy with the emsspon service, iF ey will ravel
weith B nsmey line mgain of will recommesd K mso line o someone and if the senvice provided
mieers respondent satsfaction level.

Toibike T reveals the customers” evel of sansfaoion soconding s ihe siepled varisbiog
I=s relathon 1o sasisfacron of cusiomer svempgely with scores 3,42, 333, 3,43, 330,317
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Tahble X Cusiamer aslialsction

85 | Vanshles of walrlac b Blcm Sl Devaubon | M

I A o actniiod with e price? Adbed | D365 =7
I Dis i Tl socural while trvelag with Kimao bne | 3335 0. 7950l 7
3 Wornll youn trave] with Kam Sne aren 435 | OB0RF1S 7
4 ‘Woekl you revommend Kans line someoone INdl |DAasasd ("}
5 B the wising, lune acoopiable T AITIT  |DAloER 7
& e the servi provided by Kams line mect yesr | 1847 | 077861 &7

ealiilsctiiom keveld

Soenas: Muithors Compelaison | 201E)

and 384 respectively. Thersfore, Broas the averages mean scoee which i= 337, by alhesing
1o (et wecabe, the resal indicales (ol cosiomers ane gencrally satesfied with the prosspon
services provided by Kano line

6.1 Validity and Relishility of the Scale
Tow swsduias reliokdling and mwacime de mssrnal concl oy, Crebach s sliphs wae
emphyed Higher value of Cronhach’s alphs implies thar the imerngd conssiescy of
insms Trom e ool i Bigher (Nunnsly 197%). Cronbech's sipha s & fesction of the
st itewnis sumhore ssel the svarage imer oenrel sbics aoeceg the iseme. Concepeuslly, ths
Formigla for the Cronbach's sipks b5 shiem:

N-F
A N =112

From the ahove sgaation. M represents eqeal wo the nmber of i, o fepeesenis
LB gverage imer-Be1 covimiande among 1he iems e v-har is the average varance

From the eqeation. it implies th if vou increase S number of inems, yo e erse
Cronhach’s alphe Addivosally, if e overage imer-gem cormelagion is bow, i1 implies
alphe will be low. Crembach™s alpha increases as the svemge isser-item comelation
imcreases s well (holding the sember of ilens consest). From Tebde 3 Olacifes.
nica of the iems based on relisbaling, responsivesess, assumnce, smpathy, wegibles snd
satislacnion was eed 10 messune rellabilicy.

As con he seem from Tobdes 3 4, 5 & and 7, Cronback’s alphas for Tables 3 and
4 are very bow, hecuiie they recond alphas of less then 0.7 which is consldesed i the
standard {UCLA, Siatstical Cosceshing 2020 ) This implees service reliabiliny and safery
iof Ko State Traopon Awbority ane raled low, B s in line with carlier resulrs in
Tuhle | pbowe. However, Crosback Alpha result for geneml ceammers’ rating of siaff"s
Responsivensss and Empathy o well os custoaners” satisfiction sre relatively bemer as
they recond Cronhach's Alpkas of 0,742, (.70 and 085,



28 LA Dpchunke o &l

Talbbe 3. Shewwing Crimbch's Alphasn relishiliey

Crinbach's Alpks | lienm Mo of ilem
[ = *Whai 4 the wailmy Gme of the ke 4
Tl the wistng liss soceplableT

* Hirw cirsvenienl m ihe isiness e of the servaee?

= Whal i pour opiesns on the ool cactulion of services
by Keimo Ene T

B Anatherr’ i Crarngs 1 0LE)

Table 4 Shewing Crombach’s Adphuon seipomsivenes

Cninndasath s ke | D e ]

T4 " Aac conphoyer willing b help! i o = wll
“Aae amplirper ‘weling ks maslen cme Ires seormnk

Simniz: Aulbar’™s E_ﬂ-lmﬂl

Tabls 5. ﬂuw-ﬁ Cronhach™ AH*.I_ AU

Crinbach's Alpks | Do s off ilems
it ® Heew b yom raie the safely of the Inmepon servaet i
® Dwivers have sl deving dkilla

* Personnad in b fasen have nrwindpe ol cousteiy
wEREd B ey

o Al (20

Tkl b Sheswingg Cronbach's Alpbin captiy

Cronbach's Alpks | licms Mo of ikems
. TiE * Hirw der you rmec b lumlling of prssonpes's prdblierm? |3

* D the grve pussmpen peraomsd allcnlion

# Ay dnivers amal vl umm i i

gmmhh'iﬂfqﬁ-lmﬂl
0.2 Kelsibmehip Beiween Sudshncisn of Cosiomer amd Serviee Quuibiy
Imilic s

In ks sy, Tuhle ¥ shows & correlation mamis of ko dependent and indepesdem
v il the R of de erudy malicate thit salisfaton of osomer & meanisgfully
progetional w all gualiy of service scopes of satisfation, assrmee, oo eess,
reliabiliny, cmpathy and tasgibds. Aleo, the resull reveals dal the relationship betwesn
sartisfacmion of cus omer and reliabilicy, s bigh wish two varahles of 1o T04 and pyakee
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Ealbslic T S hwrss b Crombriach’s Ao o ¢ &
C'rnlﬁli"l.ﬁ.“- 1571 Mool ilema
LE5S = Are you salislicd wah the price? &

= Dhi e Heed sccwre while b leng with Kiand Bnc?
* wrmld o Erave]l wilh Ko line agan?

= Winild you secienmenl Kimo Line lo somicime?
sailin fanbon el

Sowrve: Austho’s Compeiaisen (201F)

Tahle & Praron oo | fepembent weriablc s indeperdent vanabic
Varisble 1 1 3 4 5 &
Curshine vrishlc for wlisl=tim i
Curshine vaishle for rekabilily LTIk
Curshine weishle lor resposi 0755 |aTeEe |1
Curshine virishle lor 07ie |aseTEe [oTaze |1
Curshine “orishle fir carputhy el |0 [oT40e (BT |1
Curshire vrishle fior lzngahle ETRe |nskes [0seEr [mewe [oswe |1

Coerelafion is sigmilicint o 000 level (I-aied)
Sooree: Authors Compeicr Aoesdyes (20LEL

ol (011, Thils beveplies St g more consisiest servioes ane provided, the more e pagrons
e satified with de services. The result s the Table 3 also ndicats da) these ks o high
encouraging comelsins berwees satisfacton of customer and Sl responsiveness with
coavclation cocBficicn of & = (1.752, a0 p vales of -1 . This ssegdics thai asdhe F

his willingness 1o help mmd [romp service I presengers, (mroves ils awaneness, the
e s lisTien CUEINMETs Will B¢ Wilh e seTyices. Consagecniiy, eie & & sgmncan
oiarlarnn hermmen camcbartios of oot and sccimanne wiarh cormel b st s

of r = 0732 and p vabse of 0001, which indicates e pamos assurance his o peofiosnd
imfluence on the sabcfacnom of coshomer.

Furthesmore, from dee Toble ® with comelason cosflicient of *r° = 0834, with
‘povadme <] revesls equally o srong posilive selifonship berwesn cmpathy snd
satlsfartion of customaer. This mngidies that the e compascionate the siafl me 0 pamons
the muore plessed patrons mre with the service provided. The result of e malysis alse
shows thar the reimionship berween mngibilioy and sesfacion of crmomer (s very
shmificam with comrelasos coeffciot = (L&TH wigh p valoe of <001 This imples
1hetl the cusivmers are satistied with the service if the TEnspomaeos service [rovider
i and impreses tangible things w0 be in good state and good-looking.

This sesdy established that curof the five dissensions S were conrelated with st
faction of cusiomer, three dmmensions (|2 Responsivensss, Heluabiliny and Asssmses )
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weere very good satlsfaction of customer prefcmes. MeDougall and Levesgse in 3000
earlier discussad that having becwledge of relative s of cach doension of quality of
IV ILT LA SRETRELY sUppRRL s s cieniBuua s w ek clen sncgies ikl pmopaes e
ond amange them more successfully 10 enbunce el dimessss of qualiny of senvice.
Conseqeenily, this initial informagon helps msspon operalons o sctivale maximally on
those dimessions that hid e exereme prospect o sugmest lovaly md spisioction of
cesnimner. The oulcoanes of B research indcale tha these |5 consisicasy with preyious
resules In 2001, Aldchgyyer, condicied & resesrch on Perception of Service Quality in
Jordani s Hitels and evabened the conrelston amongst S quality off s oz dimension
i satisfaction of cusomer.

Thee findings illusrate thar sootisticslly e dwee dimessioss of quulity of sevice
neme by Respossly eaess, Reliabiliny s Asserasce have positive sigmilficant connection
with satislscros of customer; while the selaionship betwesn meammers sasfsion on
one hosd el emgathy and wngibiley on the oher ks ot very sipmsg. This also was
earllar confmied by Abbaha (J006) wha feeiead bz smidies on o bl indeery with
ORETEFEN Hve-CENeEr (&l SIFUCILDS Oof qualiny of seTvice. T Mk SUpoi i ¢l
il ol Lo pencodures should be emsblisbed for diasimilar service framework and
the numbers of guality of service dimessioes differ accondisg o the specifc packnge
besing rendered (Filgpa ez sl 3000 Thomes et al. 2004; Fes and Lamb 1991 ; Babalus
] Hoaler 19915 Hosmnan asd Was der Wiele 19921

7 Conclusion

Uine of the best ways of kesping cusiomers” boyalty s parosage in 6 competive
batiiness environmen is bavisg an effective mmd sasisahle communication sysiem
EnRg tErveee panviders mnd consumeTs. Mow thes &  slgnlficent indicarea i
CesniEners’ percepinns of service gualiny perfoamesse of precise s ase very predictive
ONEr ENEIT OVETI SRRETRCTRCES. G Nniline ss 10 PAIFON S Ehe s2Tvice BENin, i desired. I
| Evidam 1hat cuciomers ie sl ot sfed with service reguency of the Kano Tresapon
Aanboniny because e rating of waiting time is very low, The safety and mosmce of
peccEnger aspects of the service are alwo considered below he pencenger perception. The
e findings will require some policy memeees o Enpreve de service qealicy.

¥ Hecommendalions

ml'?nll.:-l.l.'llg Firhmimsd Ao ng wans misde hmﬂumw:

L Thee Koo Line Trscporstom service rellahaling shosld be entanced s three folds:
Firsily & consianily aligned set ol feaares, procedures and standasds sl com deflse:
appropai ey routing of KETA vehiches should be esioblished. Secomdly, effor
showdd he made w replace policy of equipmest snd spare pans ond comsisten
malstensnee of the KSTA bses. Thindly, new and smergisg echnologies such
s global poaitoning or trecking system sbwouid be inirodeoed i moseor vehiches
mavement and deivers wiile on the madk.
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. A Besldver coflaboration with cament s well o probable ravelers with 2 opinion
0 conslder their seeds maore vy shoulid he pist s ploce. Inspecsions should be
carvied can fregasnly wnd cuctomaer critoloms chould B taken w copirasas and
prompdy svended wo. Sealf seads w0 he wakchfol of ceeemer response 2 well as
grievances &0 that the essemmial armsgements cas be pat in place.

i, Theere b alen need for Kano Line woconsider changing their locaros of thelr lnading
pinis g5 cisinmers Conplain & o ahom i

iv.  Kano Line shoukd bmople mess on effective velicle replacement policy by purchasing
newer and hemer vehicles whach gusraniees good comfon for the pessengers.

The sy has so for helpad our undersimdiag of the way passeager perceive the

seTvice quElTy of siae-rened M por operasg compans in Niperis md the sipects
off their service thae will require improvemen Eom Gme o dme.
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