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ABSTRACT 
The long-term success of the transportation providers and 

customer satisfaction are significantly influenced by the 

quality of service provided by urban bus transit. This study 

investigates the factors influencing passenger satisfaction in 

Sri Lankan urban bus transportation, focusing on service 

quality dimensions such as reliability, responsiveness, 

assurance, empathy, safety, cleanliness, and comfort. A 

survey of 385 passengers was conducted, and correlation 

and regression analyses were used to explore the 

relationships between these variables and satisfaction 

levels. The results reveal that all six dimensions 

significantly impact passenger satisfaction, with 

responsiveness showing the highest correlation. The 

findings suggest that prioritizing these service quality 

factors can enhance passenger satisfaction and contribute to 

the overall success of bus companies. However, the study's 

scope is limited, and further research is needed to explore 

additional factors and address methodological constraints. 

This research provides valuable insights for transportation 

professionals aiming to improve service quality and 

strengthen customer relationships in Sri Lanka's urban bus 

sector. 
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INTRODUCTION 

Urban bus transport was the backbone of mobility for bus passengers 

after independence which presents significant service quality challenges due to 

its dynamic nature. Public transportation in Sri Lanka accounts for 68% of total 

motorized transport, being the only means of transport for most of the 

population. Private and publicly owned bus transport accounts for nearly 63%, 

while railways account for only 5% (NTC, 2017). The service quality of bus 

transportation has not kept pace with passenger comfort and modernization. 

Additionally, the number of passengers has increased while increasing per 

capita income has resulted in a decreasing share of public transportation. 

Increasing the modal share of public transportation will decrease congestion 

and delays on roads, which is consistent with expensive developments in road 

infrastructure (Mamcarz et al., 2023).  Addressing these issues by improving 

service quality could significantly enhance passenger satisfaction, contributing 

to a more sustainable urban transportation system. 

According to the Central Bank report, the transport industry has been 

categorized into broad groups: rail transport, bus transport (private and public), 

and ports and civil aviation services (CBSL, 2022). There are two types of bus 

service providers in Sri Lanka: government (SLTB - Sri Lanka Transport 

Board), which operates red buses, and private operators, which currently use 

different colors but are planned to be directed to blue by law (NTC, 2021). 

Government buses tend to adhere more strictly to timetables. The main types of 

buses are normal/local buses, limited stop/express buses, semi-luxury buses, 

and AC (Air Conditioned) express buses (NTC, 2017). In all the above 

mentioned categories passenger satisfaction, is strongly influenced by various 

service quality dimensions, including reliability, responsiveness, safety, 

cleanliness, and comfort. 

Previous studies has identified key factors influencing passenger 

satisfaction in public transportation systems globally (Amponsah & Adams, 

2016a; Reimer & Kuehn, 2005). With relevance to the Sri Lankan context there 

are lack of comprehensive and empirically based studies were conducted while 

creating a gap in the literature. Moreover, importance of improving service 

quality for bus companies has been frequently highlighted in the literature, the 

specific dimensions of service quality that most affect passenger satisfaction in 

the Sri Lankan context have not been thoroughly examined.  
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To address the identified gaps, this study investigates the factors 

influencing passenger satisfaction in Sri Lankan urban bus transportation, 

focusing on key service quality dimensions. This paper aims to investigate the 

factors influencing passenger satisfaction in Sri Lankan urban bus 

transportation, focusing on service quality dimensions. 

The structure of the rest of this paper is as follows: The Literature 

Review section offers a comprehensive overview of existing studies on 

customer satisfaction in urban bus transportation, identifying key research gaps. 

The Methodology section details the approaches used to collect and analyze 

data. The Results and Discussion section presents the findings of the analysis 

and interprets them in relation to the study's objectives. Finally, the Conclusion 

highlights future research directions and outlines the study's limitations. 

LITERATURE REVIEW 

Public transport is something quite vital in commuters' daily life; 

therefore, any assurance of high-quality service will result in a positive 

satisfaction level among the passengers. Recently, academic interest in the 

analysis of the determinants of the satisfaction of passengers regarding public 

transport systems has been taken through the use of models of service quality 

such as SERVQUAL. Literature review is categorized based on the dimensions 

of the SERVQUAL model.  

Service Quality in Urban Bus Transportation  

The service quality in transportation can be conceptualized through the 

SERVQUAL model, which evaluates service quality as a disparity in customer 

expectations and perceptions in the service received. Parasuraman et al, (1991) 

proposed that five dimensions - reliability, assurance, tangibles, empathy, and 

responsiveness - are critical for assessing service quality. These dimensions, 

originally designed for general services, have been suitably adopted in the scope 

of public transportation systems with the purpose of comparing how these 

variables might be responsible for passenger satisfaction (Zeithaml et al., 1996). 

Reliability 

Reliability is the degree to which the service consistently meets the 

promises made to passengers, including punctuality, regularity, and 

dependability (Cats, 2014). In the context of urban bus transportation, reliability 

is often measured by how accurately buses adhere to schedules, the frequency 
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of service, and how well the service addresses passengers’ needs without 

disruption (Amponsah & Adams, 2016a).  Reliable services reduce waiting 

times and the uncertainty of travel, which directly affects passengers' 

satisfaction and trust in the transportation system (Cats & Gkioulou, 2017).  

Several studies have been conducted to examine key factors affecting 

public transport (PT) user satisfaction, focusing on aspects like reliability, 

safety, comfort, and crowding. Allen et al. (2019)  introduces a Maslow-

inspired hierarchy of transit needs, showing how functional, security, and 

hedonic attributes influence satisfaction in Bus Rapid Transit (BRT) systems. 

Soza-Parra et al. (2019) highlight the negative effects of crowding and denied 

boardings on user experience, particularly for younger passengers, while Allen 

et al. (2018) emphasize the impact of critical incidents (CIs) on service 

satisfaction and loyalty, drawing on data from Milan's railway services. 

Together, these studies underscore the importance of improving reliability, 

comfort, and minimizing negative experiences to enhance satisfaction, aligning 

with the SERVQUAL model and offering relevant insights for improving urban 

bus systems globally, including in Sri Lanka. 

Responsiveness  

Mouwen (2015) and Allen et al. (2018) emphasize the importance of 

operational factors like on-time performance, travel speed, service frequency, 

and responsiveness to critical incidents (CIs) in enhancing customer satisfaction 

in urban bus systems. Mouwen (2015) highlights that improvements in these 

areas, particularly for older passengers and those in dense urban settings, are 

key to elevating satisfaction. Similarly, Allen et al. stress the importance of 

addressing safety, ease of boarding, and CI management to improve the overall 

passenger experience. Both studies suggest that timely, reliable, and efficient 

services are essential for boosting satisfaction and loyalty in urban public 

transport. 

Responsiveness, as defined by Parasuraman et al. (1991), refers to the 

willingness of service providers to assist passengers promptly and address their 

needs. In urban bus systems, this can be seen in how bus operators provide 

accurate schedule information, respond swiftly to customer inquiries, and 

manage complaints effectively (Liu & Yen, 2016). A highly responsive 

transport system can reduce passenger anxiety and contribute to smoother 

journeys, positively influencing overall satisfaction. Therefore, enhancing 
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responsiveness, alongside improving operational factors, is critical for 

improving customer satisfaction in urban bus systems. 

Assurance 

Assurance, refers to the feeling of security, confidence, and reliance that 

passengers have in public transportation providers. It includes key sub-

dimensions such as the competence, courtesy, and credibility of drivers and 

staff, as well as perceived safety during service usage (Smith, 1976). In bus 

transport, assurance is particularly crucial, as passengers expect drivers to 

maintain professionalism, adhere to traffic regulations, and ensure safe driving 

practices (Mirzaei et al., 2014). This sense of assurance directly influences 

customer satisfaction by making passengers feel confident in their journeys, 

contributing to a positive overall experience. 

 

Amponsah & Adams (2016b) found that in Vancouver's Translink 

system, assurance-related factors, such as reliable and courteous service, 

significantly impacted customer satisfaction. While issues like overcrowding 

and late-hour services negatively influenced perceptions, the trust and 

confidence that passengers had in the system's reliability and safety were strong 

drivers of satisfaction. Similarly, Deneș & Grecu (2020) emphasize that the EN 

13816 European norm highlights assurance as a critical factor in improving the 

quality of public transport services. Both studies, demonstrate that assurance—

reflected in competence, safety, and reliability—plays a vital role in enhancing 

passenger satisfaction and fostering loyalty in public bus transportation. 

 

Empathy 

Empathy, as a key dimension of the SERVQUAL model, significantly 

influences customer satisfaction in public transportation by reflecting the ability 

of service providers to offer personalized attention and genuine care for 

passengers. Ojo et al. (2014) found that gaps in empathy, such as the lack of 

attention to individual passenger needs, contributed to customer dissatisfaction 

in intercity bus services on the Cape Coast-Accra route. Empathy is especially 

important in interactions like ticket purchases, assisting elderly passengers, and 

handling complaints, where personalized service can enhance the passenger 

experience. Demonstrating care during these interactions can improve the 

overall perception of service quality and foster a positive relationship between 

passengers and the service provider (A. Parasuraman et al., 1991). 

 



Asian Journal of Management Studies                                                                           Volume IV Issue II 

6 
Faculty of Management Studies, Sabaragamuwa University of Sri Lanka 

Similarly, Belay (2019) found that a lack of empathy in urban public 

transport services in Ethiopia led to low customer satisfaction, with only 37% 

of passengers reporting a positive experience. Passengers who do not feel that 

their individual needs are being met, such as receiving assistance or attention 

during their journey, are less likely to be satisfied with the service. Empathy 

plays a crucial role in building long-term loyalty, as personalized attention 

creates a stronger connection between passengers and the service provider  (Ojo 

et al., 2014). Therefore, improving empathy in public transport services can 

lead to better customer satisfaction and increased loyalty, making it an essential 

area for service quality improvement. 

 

Safety, Cleanliness, and Comfort 

Safety, cleanliness, and comfort play essential roles in determining 

customer satisfaction in public transportation. Van Lierop et al. (2018) point 

out that factors such as on-board cleanliness, comfort, and safety are key 

contributors to passenger satisfaction and loyalty. When passengers view a 

public transport service as clean, comfortable, and safe, they are more inclined 

to remain loyal, as these elements help alleviate anxiety and improve the overall 

travel experience. Technical University of Ostrava & Pawlasova (2015) also 

underscores the importance of cleanliness, proximity, and safety in shaping 

customer perceptions of service quality, highlighting that these aspects have a 

direct impact on passenger satisfaction with urban transport. Additionally, 

cleanliness and comfort, along with frequency and punctuality, rank among the 

most significant factors influencing customer loyalty in public transportation 

systems. 

 

Eboli & Mazzulla (2015) emphasize the significance of safety, 

cleanliness, and comfort, showing that these elements, along with punctuality 

and frequency, greatly enhance the overall quality of service in public transport. 

Cleanliness plays a vital role in fostering a welcoming atmosphere, while safety 

ensures that passengers feel secure throughout their journey. Mokhtar et al. 

(2023) further support these conclusions by underscoring the essential role of 

cleanliness and safety in influencing customer satisfaction within Malaysia's 

rail transportation system. The study points out that a clean and safe 

environment, paired with comfortable amenities, leads to a positive travel 

experience and encourages passengers to keep using public transport services. 

These insights highlight the necessity of focusing on safety, cleanliness, and 

comfort to boost customer satisfaction in public transportation. 
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The SERVQUAL Model in Public Transportation 

The SERVQUAL model provides a useful framework for assessing 

service quality in public transportation by focusing on gaps between expected 

and perceived service quality (A. Parasuraman et al., 1991). In the context of 

bus transport, researchers have adapted the model to measure dimensions such 

as safety, cleanliness, and comfort, which are particularly relevant for public 

transport users (Joewono & Kubota, 2006). Previous studies have demonstrated 

that focusing on these dimensions can improve passenger satisfaction and 

service efficiency (Eboli & Mazzulla, 2015; Guirao et al., 2016). By 

understanding the role of these factors, transportation authorities can design 

interventions to enhance service quality and increase passenger satisfaction 

(Hensher et al., 2003; Lai & Chen, 2011). 

Service quality is what dictates passengers' satisfaction with regards to 

urban bus transportation. Reliability, responsiveness, assurance, empathy, 

safety, cleanliness, and comfort are some of the vital variables that shape 

service quality perception. Transportation authorities could use the 

SERVQUAL model to identify those important areas for improvement in order 

to assure that services meet or exceed passenger expectations. Being aware of 

these factors and understanding their role becomes an important part of 

upgrading urban bus systems to enhance long-term user satisfaction. Based on 

the critical literature review a conceptual framework (figure 1) and hypotheses 

was derived. 
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          Figure 1: Conceptual Framework 

 

Hypothesis 1: There is a significant impact of reliability on passenger 

satisfaction in urban bus transportation. 

 

Hypothesis 2: There is a significant impact of assurance on passenger 

satisfaction in urban bus transportation. 

 

Hypothesis 3: There is a significant impact of tangible on passenger satisfaction 

in urban bus transportation. 

 

Hypothesis 4: There is a significant impact of empathy on passenger 

satisfaction in urban bus transportation. 

 

Hypothesis 5: There is a significant impact of responsiveness on passenger 

satisfaction in urban bus transportation. 

 

Hypothesis 6: There is a significant impact of safety, cleanliness & comfort on 

passenger satisfaction in urban bus transportation. 
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METHODOLOGY 

This study employed a quantitative method to examine the factors 

influencing passenger satisfaction in Sri Lankan urban bus transportation. A 

survey was developed based on the SERVQUAL model, which evaluates 

service quality across several dimensions as reliability, responsiveness, 

assurance, empathy, tangibles, safety, cleanliness, and comfort. The study 

focused on understanding how these dimensions affect overall passenger 

satisfaction (Guirao et al., 2016; A. P. Parasuraman et al., 1988).  

A structured questionnaire was developed based on the SERVQUAL 

model, with the features including each service quality dimension: reliability, 

responsiveness, assurance, empathy, safety, cleanliness, and comfort (A. P. 

Parasuraman et al., 1988). The questionnaire used a five-point Likert scale 

(ranging from "strongly disagree" to "strongly agree") for respondents to rate 

their satisfaction on these aspects (Joshi et al., 2015). A pilot test was conducted 

to ensure the clarity and reliability of the questions, as piloting is crucial in 

questionnaire-based research to enhance item reliability (Kothari, 1990). Data 

was collected from 385 frequent users of urban bus services in the Colombo 

District, Sri Lanka, representing a cross-section of daily commuters. 

Participants were selected to ensure diverse demographic representation, 

enhancing the generalizability of findings (Saunders et al., 2020). After data 

cleaning, 385 valid responses were retained for analysis. 

The independent variables in this study are the seven dimensions of 

service quality, namely reliability, responsiveness, assurance, empathy, safety, 

cleanliness, and comfort. The dependent variable is passenger satisfaction, 

which reflects the overall satisfaction level of passengers with the urban bus 

services they use. Descriptive Statistics were used to summarize the central 

tendency, variability, and distribution of data. Cronbach’s alpha was calculated 

to assess the internal consistency of the questionnaire items. Threshold of 0.7 

considered acceptable for reliability (Nunnally & Bernstein, 1994). 

 Pearson correlation analysis was employed to examine the strength and 

direction of relationships between service quality dimensions and passenger 

satisfaction (Kotz & Johnson, 1992). Multiple regression analysis was 

conducted to evaluate the influence of the independent variables (service 

quality dimensions) on the dependent variable (Passenger satisfaction), and to 

determine which dimensions (reliability, responsiveness, assurance, empathy, 

tangibles, safety, cleanliness and comfort have the most significant impact on 
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passenger satisfaction. General equation for multiple linear regression analysis 

is mentioned below. 

𝑃𝑎𝑠𝑠𝑒𝑛𝑔𝑒𝑟 𝑠𝑎𝑡𝑖𝑠𝑓𝑎𝑐𝑡𝑖𝑜𝑛

=  𝛽𝑜 + 𝛽1reliability +  𝛽2 responsiveness +  𝛽3  assurance

+  𝛽4 empathy + 𝛽5tangibles

+ 𝛽6 (safety, cleanliness, and comfort) +  𝜀 

𝛽𝑜 intercept represents the value of Passenger Satisfaction when all the 

independent variables are equal to zero. 𝛽1, 𝛽2,  𝛽3, 𝛽4, 𝛽5, 𝛽6 are the respective 

coefficients of the each independent variables. All analyses were conducted 

using statistical software (SPSS), ensuring a thorough examination of the data. 

DATA ANALYSIS 

Figure 2: Demographic Details of the Respondents 

 

The demographic details (Figure 01) of the study sample, comprising 

385 respondents, reveal significant insights into various characteristics. In 

terms of age distribution, the majority of respondents (48.8%) fall within the 

26-35 years’ category, followed by 22.6% aged 36-45 years, and 21.8% aged 

46-55 years. The gender composition indicates a predominance of males 
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(82.1%) compared to females (17.9%). Educationally, most respondents 

possess either a diploma (40.3%) or a degree (38.7%), while only 5.2% have 

completed their Advanced Level and 15.8% hold postgraduate qualifications. 

Regarding civil status, a significant majority are single (81.3%), with married 

individuals making up 18.7% of the sample. Finally, the occupational status 

shows that a large portion of the respondents are employed (88.8%), while 

smaller groups are self-employed (5.2%), unemployed (1.3%), retired (2.8%), 

or students (2.3%). 

 

Table 01: Cronbach’s Alpha Value -on Independent Variables 

Variable 

Scale 

Variance if 

Item Deleted 

Corrected Item-

Total Correlation 

Squared 

Multiple 

Correlation 

Cronbach's 

Alpha if Item 

Deleted 

Number of 

Question Items 

Reliability 4.605 .732 . .917 3 No’s 

Assurance 4.383 .792 . .909 4 No’s 

Tangible 4.383 .792 . .909 4 No’s 

Empathy 4.053 .798 . .911 3 No’s 

Responsiveness 4.515 .860 . .902 4 No’s 

Safety 

Cleanliness & 

Compart 

4.622 .755 . .914 9 No’s 

Overall 

Cronbach’s 

Alpha 

0.924 

 

The table 01 presents the internal consistency reliability analysis for 

different service quality dimensions using Cronbach's Alpha. Reliability has a 

corrected item-total correlation of 0.732, and removing it would slightly reduce 

the Cronbach's Alpha to 0.917, indicating it is an important contributor to 

internal consistency. Assurance and Tangible both have the same corrected 

item-total correlation of 0.792. Removing either would also reduce Cronbach’s 

Alpha to 0.909, suggesting these items contribute similarly to reliability. 

Empathy shows a higher corrected item-total correlation of 0.798. Removing it 

would result in an Alpha of 0.911. Responsiveness has the highest corrected 

item-total correlation at 0.860 and removing it would bring Cronbach’s Alpha 

down to 0.902, signifying strong internal consistency. Safety, Cleanliness, and 

Comfort, with 9 question items, shows a Cronbach’s Alpha of 0.755 and 0.914 

if removed. The overall Cronbach’s Alpha of 0.924 indicates excellent 

reliability, meaning the scale used to measure these dimensions has strong 

internal consistency across all items. 
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Table 02: Correlation Analysis 

Reliability Assurance Tangible Empathy Responsiveness 

Safety 

Cleanliness 

Compart 

Passengers 

Satisfaction 

Reliability 1       

Assurance .436** 1      

Tangible .436** 1.000** 1     

Empathy .836** .591** .591** 1    

Responsiveness .628** .883** .883** .649** 1   

Safety Cleanliness 

Compart 
.836** .514** .514** .780** .618** 1  

Passengers 

Satisfaction 
.722** .774** .774** .755** .896** .758** 1 

Note: **Correlation is significant at the 0.01 level (2-tailed). 

 

Table 02 presents the correlation coefficients between the service 

quality dimensions (reliability, assurance, tangible aspects, empathy, 

responsiveness, and safety/cleanliness/compartment) and passenger 

satisfaction in Sri Lankan urban bus transportation. The analysis reveals 

significant positive relationships among most variables, with all coefficients 

marked with ** indicating statistical significance at the p < 0.01 level. The 

results show that passenger satisfaction is strongly correlated with multiple 

service quality dimensions, especially safety cleanliness comparts (r = 0.758), 

responsiveness (r = 0.896), empathy (r = 0.755), tangible (r=0.774), and 

assurance (r= 0.436). These findings suggest that improvements in these areas 

may have a substantial impact on passenger satisfaction. Moreover, high 

correlations are observed between certain service dimensions, such as 

responsiveness (r = 0.896), Overall, the correlation analysis underscores the 

importance of safety, cleanliness, responsiveness, and empathy in shaping 

passenger satisfaction, guiding potential areas for service improvements in 

urban bus transportation. This matrix provides foundational insights for 

subsequent regression analysis to explore the predictive influence of these 

dimensions on passenger satisfaction. 
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Table 03: Descriptive Statistics for Independent and Dependent Variables 

 Reliability Assurance Tangible Empathy Responsiveness 

Safety 

Cleanliness 

Compart 

Passengers 

Satisfaction 

N 385 385 385 385 385 385 385 

Mean 4.03 4.05 4.05 3.97 4.01 4.07 4.00 

Std. Error 

of Mean 
.024 .025 .025 .030 .022 .023 .023 

Median 4.00 4.00 4.00 4.00 4.00 4.00 4.00 

Mode 4 4 4 3 4 4 4 

Std. 

Deviation 
.465 .497 .497 .586 .432 .449 .449 

Variance .216 .247 .247 .344 .186 .201 .201 

Skewness .360 -.008 .130 .171 .210 .258 .360 

Std. Error 

of 

Skewness 

.124 .124 .124 .124 .124 .124 .124 

Kurtosis -.764 -.717 -.717 -1.019 -.529 -.479 -.613 

Std. Error 

of 

Kurtosis 

.248 .248 .248 .248 .248 .248 .248 

 

Table 03 provides the descriptive statistics for the service quality 

dimensions and passenger satisfaction based on responses from 385 

participants. Each variable’s central tendency, dispersion, and distribution are 

summarized, offering insights into the data’s characteristics.  

The means for all variables range from 3.97 to 4.07, with medians 

consistently at 4.00, indicating generally high ratings across all service quality 

dimensions and passenger satisfaction. This suggests that respondents perceive 

these aspects positively. Standard deviations range from 0.432 (responsiveness) 

to 0.586 (empathy), reflecting some variability in perceptions, particularly for 

empathy. The relatively low standard deviations indicate moderate consensus 

among respondents on each dimension. Skewness values close to zero suggest 

that the data is relatively symmetrically distributed, with the exception of slight 

positive skewness in "reliability" (0.360) and "passenger satisfaction" (0.360), 

indicating a mild tendency toward higher ratings. Kurtosis values are all 

negative, ranging from -0.479 (safety cleanliness compartment) to -1.019 

(empathy), indicating a flatter-than-normal distribution.  

These statistics provide a foundation for understanding respondents' 

perceptions and suggest that service quality dimensions are generally well-

regarded, with empathy showing slightly more variability. The relatively high 

means and minimal skewness in most variables imply a positive perception of 
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service quality and passenger satisfaction in urban bus transportation in the 

Colombo District, Sri Lanka. 

Table 04: Regression Results 

Model R R Square Adjusted R Square Std. Error of the Estimate 

1 .938a .879 .878 .157 

Note: Predictors: (Constant), Safety Cleanliness and Comfort, Tangibles, Assurance, Empathy, Responsiveness, Reliability 

Source: Author’s calculation 

 

Table 04 summarizes the results of the regression analysis conducted to 

examine the influence of various service quality on passenger satisfaction. R 

Square (.879) value shows that 87.9% of the variance in passenger satisfaction 

can be explained by the service quality dimensions included in the model. This 

high R Square value suggests that the model effectively captures the factors 

influencing passenger satisfaction in urban bus transportation. Tha Adjusted R 

Square (.878) adjusts for the number of predictors in the model and is slightly 

lower than the R Square value. This slight reduction indicates that the model 

remains robust even when accounting for the number of predictors, affirming 

the explanatory power of the selected service quality dimensions. These results 

demonstrate that service quality dimensions collectively have a substantial 

impact on passenger satisfaction, with the model providing a strong explanatory 

fit. The high R and R Square values suggest that focusing on these 

dimensions—particularly safety, cleanliness, comfort, and responsiveness—

could meaningfully enhance passenger satisfaction levels in Sri Lankan urban 

bus transportation. 

Table 05: ANOVA Results 

Model Sum of Squares df Mean Square F Sig. 

1 

Regression 68.035 5 13.607 553.093 <.001b 

Residual 9.324 379 .025   

Total 77.360 384    

Note: Dependent Variable: Passengers Satisfaction 

          Predictors: (Constant), Safety Cleanliness Compart, Tangible, Empathy, Reliability, Responsiveness 

 

Table 05 presents the ANOVA (Analysis of Variance) results for the 

regression model. Mean squares are obtained by dividing the sum of squares by 

their respective degrees of freedom. The mean square for regression (13.607) is 

substantially higher than the mean square for residuals (0.025), indicating that 

the model explains a significant portion of the variance in passenger 

satisfaction. The F-statistic measures the overall significance of the model by 

comparing the explained variance to the unexplained variance. A high F-value, 

like 553.093, suggests that the model is statistically significant. The p-value 
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(Sig. < 0.001) indicates that the model is statistically significant at the 0.001 

level. This means there is strong evidence that the service quality dimensions 

jointly have a significant impact on passenger satisfaction. These ANOVA 

results confirm that the regression model is statistically significant, implying 

that the predictors effectively explain a substantial portion of the variance in 

passenger satisfaction. This strengthens the case for focusing on these service 

quality dimensions to enhance satisfaction levels in Sri Lankan urban bus 

transportation.  

Table 06:  Coefficients Results 

Model Unstandardized Coefficients 

Standardized 

Coefficients   

 B Std. Error Beta t Sig. 

(Constant) 

Reliability 

 Tangibles 

Empathy 

Responsiveness 

Safety, Cleanliness 

and Comfort 

-.089 .087  -1.025 .306 

-.104 .044 -.108 -2.385 .018 

-.100 .041 -.111 -2.449 .015 

.153 .029 .200 5.256 .000 

.788 .050 .758 15.762 .000 

.282 .035 .281 8.148 .000 

 

Table 06 displays the results of the multiple regression analysis. The 

table includes both unstandardized (B) and standardized (Beta) coefficients, t-

values, and significance levels. Unstandardized Coefficients (B) show the 

actual change in passenger satisfaction for each unit increase in the predictor, 

holding other factors constant. For instance, a one-unit increase in 

responsiveness leads to a predicted increase of 0.788 in passenger satisfaction, 

while a one-unit increase in safety, cleanliness, and comfort results in a 0.282 

increase. The standardized coefficients allow for comparison of the relative 

importance of each predictor. Responsiveness has the highest Beta value 

(0.758), suggesting it has the strongest positive influence on passenger 

satisfaction among all variables. This is followed by safety, cleanliness, and 

comfort (0.281) and empathy (0.200), both of which also positively impact 

satisfaction. The t-values and corresponding significance levels (p-values) 

indicate the statistical significance of each predictor. Predictors with p-values 

less than 0.05 are statistically significant. In this model, reliability (p = 0.018), 

tangibles (p = 0.015), empathy (p < 0.001), responsiveness (p < 0.001), and 

safety, cleanliness, and comfort (p < 0.001) are all significant predictors of 

passenger satisfaction, suggesting that each of these factors plays a meaningful 

role. The constant term, however, is not statistically significant (p = 0.306), 

meaning it does not significantly affect passenger satisfaction independently.  
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Overall, these results indicate that responsiveness, safety, cleanliness, 

and comfort are the strongest predictors of passenger satisfaction, while 

tangibles and reliability also contribute but to a lesser extent. Emphasizing these 

dimensions could effectively improve passenger satisfaction in Sri Lankan 

urban bus transportation. 

DISCUSSION 

This study investigated the impact of six service quality dimensions—

reliability, responsiveness, assurance, empathy, safety/cleanliness, and 

tangibles—on passenger satisfaction in Sri Lankan urban bus transportation. 

The findings indicate that all six dimensions significantly influence passenger 

satisfaction, with responsiveness having the strongest positive impact.  

 

Existing literature suggests that reliability, including factors like 

punctuality and adherence to schedules, is a critical determinant of satisfaction 

in public transportation (Chakrabarti, 2015). Studies indicate that when transit 

services consistently meet time schedules, passenger confidence and 

satisfaction improve, as reliability reduces uncertainty and frustration 

associated with delays (Soza-Parra et al., 2019). 

 

Responsiveness emerged as the most influential factor in this study, 

which aligns with prior research showing that quick, efficient responses to 

passenger needs significantly enhance satisfaction. The role of responsive 

service in resolving issues promptly and attentively is especially emphasized in 

the transportation sector, where passengers value assistance in cases of delays 

or disruptions (Cebecauer et al., 2021; Guan et al., 2022). 

 

Literature on public transportation highlights that passengers feel more 

satisfied when service providers display competence and instill confidence in 

safety and security. Assurance, demonstrated through knowledgeable and 

courteous staff, enhances passenger trust and satisfaction, which is particularly 

important in contexts where safety perceptions affect public transport usage 

(Friman & Gärling, 2001; Joewono & Kubota, 2006). Research shows that 

empathy, or personalized service, plays a significant role in customer 

satisfaction, particularly for individuals with special needs. In public 

transportation, understanding and accommodating the needs of elderly 

passengers or those with disabilities improves their travel experience and 

contributes to overall satisfaction (Zhang et al., 2020). 
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Safety and cleanliness are well-documented contributors to satisfaction 

in public transportation, as passengers prefer a secure and hygienic 

environment. Studies, especially those conducted post-pandemic, have shown 

that cleanliness in public spaces and transport facilities greatly influences 

passenger comfort and perceptions of safety (Li et al., 2020). Tangibles, 

including the physical aspects of buses and facilities, affect the comfort and 

appeal of the transportation experience. Prior studies indicate that factors such 

as vehicle appearance, seating comfort, and modern equipment positively 

impact passenger satisfaction, as these tangibles make the travel environment 

more pleasant and inviting (Fiorio et al., 2013). 

CONCLUSION 

This study confirms that responsiveness, safety, and cleanliness 

significantly influence passenger satisfaction in Sri Lankan urban bus 

transportation. Together, these service quality dimensions explain nearly 88% 

of the variation in satisfaction, highlighting the importance of customer-centric 

service improvements. To improve service quality, bus operators should 

prioritize responsiveness by training staff to handle passenger requests 

efficiently. Ensure cleanliness and safety through regular bus maintenance and 

safety protocols. Review operational reliability to meet passenger expectations 

for timely and dependable service. This study contributes to the broader 

understanding of service quality in public transportation by applying the 

SERVQUAL model in a Sri Lankan context, offering insights into the factors 

most critical to passenger satisfaction. Bus companies should implement 

strategies to improve responsiveness, cleanliness, and safety. These areas are 

crucial for increasing customer satisfaction and retention. Emphasizing 

customer service training for bus staff will help enhance empathy and 

responsiveness, improving the overall passenger experience. Innovative service 

quality enhancements, such as mobile apps for real-time updates and efficient 

complaint handling systems, can maintain competitiveness in urban transport 

and address evolving passenger needs. The study's sample was limited to 385 

passengers in the Colombo District, which may restrict the generalizability of 

the findings to other regions. Future research should consider larger and more 

diverse samples. Future studies could explore the role of other transportation 

modes or include additional service quality dimensions. Research on age-

specific satisfaction levels or longitudinal studies on service quality changes 

over time would offer deeper insights. 
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