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ABSTRAK

Majlis Amanah Rakyat (MARA) di awal penubuhannya telah menjadi satu dari agensi-
agensi kerajaan, yang memainkan peranan utama dalam meningkatkan status sosio-
ekonomi Bu,iputera. Beberapa program telah dirancang dan disediakan yang mana satu
antaranya adalah perkhidmatan Kenderaan Bas MARA (KBM). Walaupun hampir 100%
dari projek KBM adalah projek yang beroperasi di laluan yang boleh, dianggap sebagai
bukan komersial atau menguntungkan namun mereka komited dalam menyediakan
perkhidmatan yang terbaik kepada pelanggan dan konsisten dalam memenuhi misi dan
tanggungjawab sosial mereka. Mesyuarat Pengurusan Bahagian Kenderaan MARA
sebelum ini telah membuat keputusan untuk memberi tumpuan kepada laluan ekspres,
dalam perkataan lain adalah bermotifkan keuntungan manakala bas operasi kekal untuk
tanggungjawab sosial Tujuan kajian ini adalah untuk mengetahui faktor yang khusus
kepada perkhidmatan yang disediakan yang boleh mempengaruhi penumpang untuk
membuat pilihan melanggan perkhidmatan bas ekspress apabila mereka merancang
untuk melancong ke destinasi seterusnya. Kajian ini dijalankan dengan menggunakan
kaedah temubual, soal selidik dan perisian statistik untuk mendapatkan gambaran yang
lebih baik. Adalah menjadi harapan saya agar dapatan dari kajian ini dapat membantu
pihak pengurusan KBM untuk membangunkan langkah-langkah pemasaran terbaik
dalam menarik dan mengekalkan penumpang dan pada masa yang sama dapat menjana
pendapatan yang lebih baik.

Kata kunci: pembekal perkidmatan bas; tanggungjawab sosial; kepuasan penumpang



ABSTRACT

Majlis Amanah Rakyat ‘MARA’ (The Council of Trust for Indigenous People), being
one of the main government agencies, in early formation has played major roles in
increasing the socio-economic status of Bumiputra’s. Several programs has been
planned and provided which one of it are MARA Bus Transportation (MBT) services.
Even though almost 100% of MBT’s project is operating in a route, which can be,
considered as non-commercial or profitable but MBT is committed in providing the best
services to its customers, as it is consistent in meeting their social responsibility mission.
Previous management meeting of MARA vehicle department has made a decision to
focus on express route, which in other word to go for profit motive while the stage bus
operation for social responsibility. The purpose of this research is to find out which
factors specifically on services provided that can influence the passengers to choose bus
service provider when they plan to travel to other places. This research is conducted
using interviews, questionnaires and statistical software in order to get a better picture. It
is hope that with the outcomes that derive from this research will assists the MBT’s
management team to develop the best marketing measures in both attracting and
retaining the passengers and thus, generating a good income at the same time.

Keywords: bus service provider; social responsibility; passenger’s satisfaction



ACKNOWLEDGEMENT

Alhamdulillah, bersyukur ke hadrat Allah s.w.t atas limpah kurnia dan rahmatNya, yang
memberikan keizinan untuk saya menyiapkan kertas penyelidikan ini mengikut jadual
yang ditetapkan dalam memenuhi syarat pengijazahan Sarjana Sains Pengurusan.
Pertama sekali jutaan terima kasih dan setinggi-tinggi penghargaan kepada Puan Nor
Pujawati Bt Md Said, penyelia kertas projek penyelidikan ini yang tidak kenal erti jemu
dalam membimbing dan mengajar saya secara konsisten dengan tahap kesabaran yang
tinggi bagi membantu saya menyelesaikan tugasan yang mencabar ini.

Seterusnya, saya amat berterima kasih kepada pihak pengurusan MARA Liner Sdn Bhd
dalam memberi kebenaran untuk melaksanakan kajian projek di syarikat tersebut,
kepada seluruh kakitangan MARA Liner Sdn Bhd terutamanya mereka yang berkhidmat
di kaunter-kaunter terminal bas yang banyak membantu saya menjayakan tugasan ini
dan kepada insan yang turut membantu sepanjang kertas penyelidikan ini disediakan,
En. Rizal bin Ab Ghani serta Dr. Azmi bin Amat Murjan.

Ucapan penghargaan dan setinggi-tinggi terima kasih kepada kedua-dua ibu bapa saya,
Allahyarham Zainuddin bin A’ala dan Zainon binti Md Nasib yang sentiasa mendoakan
kejayaan saya selama ini, juga kepada isteri tercinta, Norasherin binti Basirudin serta
puteri-puteri sayangan saya, Batrisyia Murfigah, Amirah Qisya, Ageela Qarinah dan
Bahiyyah Marzugah yang menjadi teman setia dan sentiasa berkorban untuk saya serta
seluruh ahli keluarga yang sentiasa memberi sokongan dan galakan sepanjang tempoh
pengajian sehingga terhasilnya tesis ini.

FAIRUL RAFIQ BIN ZAINUDDIN
810182, MSc UUM

Vi



TABLE OF CONTENT

TITLE PAGE

CERTIFICATION OF THESIS WORK
PERMISSION TO USE

ABSTRAK

ABSTRACT

ACKNOWLEDGEMENT

TABLE OF CONTENT

LIST OF TABLE

LIST OF FIGURES

1.0 CHAPTER1-INTRODUCTION

1.1  Background of Study
1.1.1 Majlis Amanah Rakyat (MARA)
1.1.2 Public Transportation in Malaysia

1.1.3 Express Bus Industry Insight

1.1.4 Background of MARA Liner Express.

1.1.5 Passenger’s Satisfaction
1.1.6 Why is important

1.2 Problems Statements

1.3 Research Questions

1.4 Research Objectives

1.5  Significant of the Study

1.6 Scope and Limitations of the Study

vii

PAGE

Vi
vii
Xii

Xiii

11
13
13
14

14



2.0

3.0

1.6.1 Scope
1.6.2 Limitations of The Study
1.7  Organization of Thesis
CHAPTER 2 - LITERATURE REVIEW
2.1 Introduction
2.2 Reviews of Related Literature
2.2.1 Bus Passenger’s Satisfaction
2.2.2 Bus Condition
2.2.2.1 Safety
2.2.2.2 Cleanliness
2.2.2.3 Entertainment
2.2.2.4 Appearance
2.2.3 Bus Services
2.2.3.1 Punctuality
2.2.3.2 Customer Services
2.2.3.3 Fares
2.3 Summary
CHAPTER 3 - RESEARCH METHODOLOGY
3.1  Introduction
3.2  Theoretical Framework
3.3 Hypothesis Development
3.4 Research Design
3.5  Operational Definition And Instrument
3.5.1 Bus Passenger’s Satisfaction

3.5.2 Bus Condition

viii

14
15

15

17
17
17
21
21
23
26
27
28
28
31
32

33

35
35
36
37
38
38
39



4.0

3.6

3.7

3.8

3.9

3.10

3.11

3.5.2.1 Safety

3.5.2.2 Cleanliness

3.5.2.3 Entertainment

3.5.2.4 Appearances
3.5.3 Bus Services

3.5.3.1 Punctuality

3.5.3.2 Customer Service

3.5.3.3 Fares
Measurement of Variables
Data Collection Method
3.7.1 Descriptive Analysis

3.7.2 Analysis of the Differences and Relationships of Bus
Condition and Bus Services

Sampling

3.8.1 Sampling Design

3.8.2 Population
3.8.2.1 Terminal Bersepadu Selatan (TBS Bus Terminal)
3.8.2.2 Puduraya Bus Terminal

Data Collection Procedure

Techniques of Data Analysis

3.10.1 Pilot Study

3.10.2 Confirmation study

Conclusion

CHAPTER 4 - FINDINGS

4.1

Introduction

39
39
40
41
41
41
42
42
43
44

44

44
45
45
45
45
46
47
47

48

49
49

50



5.0

4.2 Descriptive Analysis 51

4.2.1 Distribution of Respondents by Gender 51
4.2.2 Distribution of Respondents by Age 52
4.2.3 Distribution of Respondents by Income 52

4.2.4 Distribution of Respondents by Academic Qualification 52

4.2.5 Distribution of Respondents by Respondents’ Experience 52

4.3  Correlation Analysis 52
4.4  Regression Analysis 57
45  Conclusion 58

CHAPTER 5 - DISCUSSION AND RECOMMENDATION
51 Introduction 59
5.2 Discussion 59

5.2.1 Discussion on Bus Condition — Safety and Passenger’s
Satisfaction 58

5.2.2 Discussion on Bus Condition — Cleanliness and Passenger’s
Satisfaction 60

5.2.3 Discussion on Bus Condition — Entertainment and
Passenger’s Satisfaction 60

5.2.4 Discussion on Bus Condition — Appearence and Passenger’s
Satisfaction 61

5.2.5 Discussion on Bus Services — Punctuality and Passenger’s
Satisfaction 61

5.2.6 Discussion on Bus Services — Customer Services and
Passenger’s Satisfaction 62



5.2.7 Discussion on Bus Services — Fares and Passenger’s

Satisfaction
5.3 Recommendation
REFERENCES

QUESTIONNAIRES

Xi

61
63
69

76



Table

Table 3.1
Table 4.1

Table 4.2

Table 4.3

Table 4.4

Table 4.6

Table 4.7

LIST OF TABLE

- Reliability Result
- Background of Respondents

- Correlation Analysis between Safety, Cleanliness,
Entertainment and Appearance to Satisfaction

- Correlation Analysis between Bus Condition and
Satisfaction

- Correlation Analysis between Punctuality, Customer Service
and Fares to Satisfaction

- Summary of Correlation Analysis

- Summary of Hypotheses

Xii

Page

48

53

54

55
56

57



Figure

Figure 2.1
Figure 2.2
Figure 2.3
Figure 2.4
Figure 2.5
Figure 3.1

Figure 3.2

LIST OF FIGURE

- Rating of overall experience

- Willing to pay

- Effects of passengers’ perception
- Attitude towards bus

- Non-use ranking

- Theoretical Framework Model

- 5 Point Ordinal Likert Scale

xiii

Page
22
23
25
29
30
35

43



CHAPTER 1

INTRODUCTION

1.1  Background of Study

Increasing travel demand and preferences in using private vehicle is causing rapid
motorization in many counties around the world. Most people now are highly
dependent on private motorize travel (Ellawayet. al., 2003). Automobile use is clearly
associated with a spread of benefits like on demand quality, comfort, status, speed,
similarly as convenience. These blessings collectively illustrate why automobile
possession continues to grow worldwide, particularly in urban areas (Rodrigueet.

al.,2009).

In response to the rapid motorization, it will then lead to further traffic congestion at
peak traffic hours on major thoroughfares, in business districts and often throughout
the metropolitan area (Rodrigueet. al.,2009). In fact, automobile dependency increase
issues like traffic congestion, road and parking facility costs, crashes and pollution

(Todd Litman,2010).

Therefore, in order to prevent problems caused by rapid motorization it is essential to
provide an attractive public transport service as a preferable transport mode to move
all groups of people travelling. Public transport should become part of a solution for

sustainable transport in the future.
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