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Abstract 
Today Malaysia still moving forward reaching towards developed countries. Rapid 
development in Malaysia has caused traffic problem in cities these country. Major cities such 
as Kuala Lumpur, Penang, Johor Bahru and Kuantan faced a serious traffic problem especially 
during peak hours. Improving public transport is one of the alternative to reduce daily traffic 
congestion. Recently, Government has implemented numerous initiative to improve public 
transport such as centralized several operator in major cities through Syarikat Prasarana 
Negara Berhad. Recently, there are several issues raised up regarding quality of service of bus 
performance in Malaysia. Therefore, these studies is aimed to evaluating the quality of service 
for bus performance in Kuantan. Service quality of bus would be determine based the bus 
operation by operator. There are routes have been selected in these studies. Kuantan has 
been selected in these studies as Kuantan is main cities in East Coast Peninsular of Malaysia 
and bus services operated by Rapid Kuantan. The result shows that four different attributes 
have been selected in these studies which are hours of service, passenger load, service 
frequency and on time performance.  Based on the results, it shows that only passenger load 
factor has classified as A quality of service in these studies. These three attributes should be 
made some improvement on their quality of service. On time performance, also should be 
focused by operator as there are a several punctuality issues have done by bus driver.  
Keywords: Public Transportation, Quality of Services, Bus Performance, Kuantan, East Cost 
Malaysia 

 
Introduction 
 Many years ago, public transport consider as main transportation mode form one 
place to another. Bus services still play its role to serve for people not just in big cites like 
Kuala Lumpur but also small town like Kuantan, Kuala Terengganu and Kota Bahru. 
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Government should provide more convenience and efficient public transport towards 
customers’ satisfaction in urban and rural areas (Yao et al., 2014). The issues of traffic 
congestion in big cities such as Kuala Lumpur still consider major problem for a government 
all over the world. In 2010, approximately more than 1.25 million daily trips in Klang Valley 
represent almost 25% of road users have used the public transport as a main transportation 
daily (Margaret, 2018; Calvo et al., 2018). Therefore, it is necessary to analyses the quality 
service of bus services provides by operators (Adebola et al., 2014). Increasing of population 
would reflect the public transport demand and related issue (Aziz & Mohamad, 2013). 
Government has start the initiative improve bus services outside Kuala Lumpur through 
selected operators.  

Most transportation expert agree that bus service must be improve from time to time 
with some latest technologies such as intelligent transportation systems to solve traffic 
congestion problems which enable people to handling to schedule (Wahjono, 2010). Real time 
information also one of the issues have been addressed by people using bus services. Public 
transport services do not always operates exactly based on the original schedule (Suh et al., 
2011). Trustworthiness between bus operators and user also could be one of issues and it 
would cause a bad experience and rise negative perceptions for both parties (Saberi et al., 
2013). Passenger would demand to receive less time waiting as possible and yet it required 
high number on service frequency and increase the capital and operation cost for operators 
(Vien et al., 2010). Normally, the service quality refers to selection of destinations and its 
demands (Attrad, 2013). Lately, a lot of improvement have been made by authorities and 
operators to improve the service quality of public transport such as management systems, 
controlling and monitoring (Saberi et al., 2013). Good quality of service based on good 
customer’s perceptions and understanding to identify the customers demand (Azadi et al., 
2015).  The overall performance important aspect to evaluated and determined the service 
quality of bus services (Chuen et al., 2014).  

Kuantan is the capital state of Pahang Darul Makmur, Malaysia. Kuantan town is 
beside the Kuantan River and the South China Sea. Kuantan is the ninth largest city in 
Malaysia. Government has transform the public transport systems in Kuantan through 
Syarikat Prasarana Negara Berhad (Prasarana) to managing and operating Rapid Kuantan Sdn. 
Bhd. Rapid Kuantan operating from Hentian Bandar, Kuantan for local destination (Baharom, 
2014). Rapid Kuantan is one public bus service in Malaysia besides Rapid KL and Rapid Penang 
owned by Prasarana Malaysia Berhad. Currently, Rapid Kuantan operated with fleet of 80 
Scania K-Series buses (Wahjono et al., 2017). Each bus provided by operators would be 
measured their quality of service (Eboli & Mazzulla, 2008; Juan et al., 2014). The consistency 
of service quality provided by operator should be measured and evaluated continuously 
(Shaaban & Khalil, 2013). People always addressed common issues such as inappropriate 
schedule, expensive ticket and lack of service information. It could be one of the factors why 
people not chooses bus services as their daily transportation mode (Bekhet, 2014; Soh et al., 
2014). Bus terminal and bus stop should be repaired for people convenient, increase safety 
purposes and reduce total of transit (Ensor, 2004; Mazzulla & Eboli, 2006).  

There are several problems facing by passenger especially in Malaysia such as 
overcrowding during peak hours (passenger load factor), long waiting time (service 
frequency) and poor time management of bus hours (hours of service) (Abdullah, 2013). Low 
frequencies would affect operator to fit transit trip into a time schedule of activities that 
carried out at locations. Meanwhile, the hour or time of studies is important as the most 
crucial or peak hours of the day should be chosen as to obtain the most critical results as 
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possible to determine quality of service of a transit systems (Eboli & Mazzulla, 2008). It is 
importance for passenger load in determining bus comfort where 40% probability getting a 
seat, passenger would feel uncomfortable. Previous studies indicated that the perceived 
value determined by service quality positively affects overall satisfactions, involvements, and 
behavioral intentions (Lai & Chen, 2011; Purba, 2015). Comfort is one of the key factors 
leading to high service quality and significantly influences passenger satisfactions with bus 
transit (Eboli & Mazzulla, 2008; Rohani et al., 2013). Passenger’s judgements about certain 
service attributes can be considered a subjective measure of service quality, while 
performance measures contingent on bus operators can serve as objective measure of service 
quality (Eboli et al., 2018). Therefore, these paper is to determine the service quality of bus 
performance in Kuantan, Pahang.  

 
Methodology 
 These studies were covered on the steps described to determine the service quality 
for bus services in Kuantan, Pahang. These studies were conducted in March 2019. Figure 1 
shows the area covered in these studies. Service quality data have been take at Terminal 
Hentian Bandar, Kuantan. All route is operated by Rapid Kuantan owned by Prasarana Berhad. 
For Rapid Kuantan bus, the total capacity is 25 seated and 40 standing passengers. There are 
15 route in Kuantan operated by Rapid Kuantan. The routes are Gambang Resort (100), Indera 
Sempurna (101), Teluk Cempedak (200), Taman Impian (300), Bukit Sagu (301), Indera 
Mahkota (302), Terminal Sentral Kuantan (303), Pekan (400), Kuala Pahang (401), Ubai (402), 
Sungai Lembing (500), Balok Makmur – Jalan Beserah (600), Polisas (602), Balok Makmur – 
Kuantan Baypass (602) and Pasdec 603. 
 

 
Figure 1: The area covered in these studies. 

 
 Transit Capacity and Quality of Service Manual (TCRPM) has been referred as a specific 
guidelines and key indicators to determine the quality service of bus performance in 
designated area. 4 specific areas would be focused in these studies such as hours of service, 
service frequency, passenger load factors, on time performance. The hours of service for the 
bus service for that particular route can be obtained from the service operator and it will be 
considered from the first trip of services until the last trip of services. It is also can be obtained 
through the website updated by Land Public Transport Commission (SPAD) for all routes. 
Hence, by comparing the hours of service between the service operators, the quality of 
service performance can be obtained as shown in Table 1. 
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Table 1 
Quality of Services (QOS) for Hours of Services (TCQSM, 2013) 

Quality of Services A B C D E F 

Hours of Service (Hr) 19 - 24 17 - 18 14 - 16 15 - 12  11 - 4 0 - 3 

 
The analysis gave a quality of service for five routes in five route of Rapid Kuantan for 

the passenger load factor. Quality of Service could be determine based on specific variable. 
The method to determine the service frequency of the bus service is using bus schedule 
timetable in order to evaluate to get the time average for departure time interval of the bus. 
The bus schedule timetable will be obtained from Rapid Kuantan bus counter at the station 
where the route begins. Table 2 shows quality of service (QOS) for service frequency to classify 
the quality of service based average departure time interval. 

 
Table 2 
Quality of Services (QOS) for Service Frequency (TCQSM, 2013) 

Quality of Service A B C D E F 

Average Departure 
Interval (min) 

<10 10 – 14 15 – 20 21 – 30 31 – 60 >60 

As per journey, the average of passenger load will be counted. The number of 
passenger would be divide with number of seats to determine the load factor and this analysis 
will give a Quality of service 5 different routes in Kuantan for load factor. Passenger load only 
be taking on weekdays only. The Load Passenger is calculated by dividing the total passenger 
selected time and the total seat provided in each bus. Table 3 shows quality of services based 
on load passenger factor.  

 
Table 3 
Quality of Services (QOS) for Load Factor (TCQSM, 2013) 

Quality of Service A B C D E F 

Load Passenger 
(Passenger/seat) 

0.00 – 
0.50 

0.51 – 0.75 0.76 – 
1.00 

1.01 – 
1.25 

1.26 – 
1.50 

>1.50 

 
 On time performance percentage measured the degree of bus departure based on 
schedule times.  The measurement has been conducted at Hentian Bandar, Kuantan. On time 
performance usually measure the bus do not arrive and late. The users may feel 
uncomfortable to hurry outside to meet the early arrival time. In certain cases, early arrival 
may also result no shows of passengers. Table 4 shows the classification of service quality 
based on percentage of on time performance. 
 
Table 4 
Quality of Services (QOS) for on time Performance Percentage (TCQSM, 2013) 

Service Quality  A B C D E 

On Time Performance 
Percentage (%) 

95 - 100% 90 - 94% 80 - 89% 70 - 79% < 70% 
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Results 
 The data were collected based on 4 specific areas as mention in methodology section. 
The service hours were recorded from first trips of the service until last trip of that day. Table 
5 shows the quality service for hours of service for all routes.  
 
Table 5 
The Quality of Service for hours of services for all routes 

Route First Trip Last Trip Hours of Services QOS 

100 6.00 AM 11.00 PM  17:00 B 
101 5.20 AM 11.00 PM  17:40 B 
200 6.20 AM 11.00 PM  16:40 C 
300 6.40 AM 11.00 PM  16:20 C 
301 8.05 AM 6.00 PM 9:55 E 
302 6.50 AM 11.00 PM  16:10 C 
303 6.00 AM 11.00 PM  17:00 B 
400 6.00 AM 11.00 PM  17:00 B 
401 6.00 AM 8.00 PM 14:00 C 
402 6.00 AM 6.40 PM 12:40 D 
500 6.10 AM 7.20 PM 13:10 D 
600 6.20 AM 11.00 PM  16:40 C 
601 7.00 AM 11.00 PM  16:00 C 
602 6.30 AM 7.40 PM 13:10 D 
603 6.45 AM 7.35 PM 12:50 D 

      Average  C 

 
 Service frequency have been determined for all routes in these studies. Table 5 shows 
the number of intervals in all routes for respective minute’s intervals. The level of service for 
service frequency was checking using Fixed Route Service Frequency LOS. The average of QOS 
for service frequency is QOS E. There are two routes have reached service quality of D which 
are route T100 and T303 only.  
 
 Table 6 
The Quality of Service for Service Frequency for all routes 

Route Minute QOS 

  170 120 105 100 90 80 75 70 60 55 50 45 40 35 30 25 20 Average 
Interval 

  

T100                             31     30.00 D 
T102   1           3 3   6   3   4   1 50.95 E 
T200                         1 26 1 1   34.14 E 
T300               2 4   7   4   3     49.76 E 
T301 1   1 1     1 1 1     1           89.29 F 
T302                 7   7   5         51.05 E 
T303                             34     30.00 D 
T400                 4           26     34.00 E 
T401                 2 10       4       49.41 E 
T402   3   1 1                 1       96.67 F 
T500         1 1     10               1 71.82 F 
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T600               2     4   9   10     41.6 E 
T601       1 1 1   4 5   1   2         48.00 E 
T602           1             10         44.55 E 
T603               11                   70.00 F 

                  Average  E 

 
 Passenger load factor would be determine based on numbers of passenger seating on 
the bus was divided by numbers of seats in the bus. This passenger the collection was done 
in one time frame only. Table 6 shows Load Factors Summary for Kuantan Routes. The data 
for return also recorded. Finally, average passenger load factor was translated to percentage 
to analyzed quality of service. Based on Table 6, it shows that the average of load factors for 
Kuantan routes is 0.19 which classified as service quality of A for these attributes.  

 
Table 7 
Summary of Load Factors for Kuantan Routes 

Route  100 301 302 401 402 600 Average 

Passenger Load 
Factors  

0.28 0.16 0.17 0.17 0.08 0.28 0.19 

Quality of Service  A A A A A A A 

  On time performance was compared with real schedule to get the classification the 
departure status of bus weather on time departure, early departure, late departure or no 
departure. Table 7 shows the on-time performance percentage details for all routes. As a 
result, it shows that only 301 achieves Quality of service A. and there are 6 routes achieves 
QOS E which have less than 70% of bus departed on exactly based on schedule provided by 
Management of Rapid Kuantan.  
 
Table 8 
On Time Performance Percentage for all routes 

Route  Total Actual 
Departure  

No. of On Time 
Departure  

On Time Departure 
Percentage (%) 

Quality of 
Service  

100 31 24 77.42 D 
101 23 14 60.87 E 
200 30 24 80.00 C 
300 21 19 90.48 B 
301 7 7 100.00 A 
302 20 18 90.00 B 
303 35 25 71.43 D 
400 31 25 80.65 C 
401 18 9 50.00 E 
402 10 5 50.00 E 
500 14 12 85.71 C 
600 26 17 65.38 E 
601 16 13 81.25 B 
602 12 7 58.33 E 
603 12 3 25.00 E    

Average  D 
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 Table 8 shows the quality of service score versus quality of service attribute. Overall 
quality of service could be determined based on quality of service based on attributes. Based 
on Table 8, it shows that hours of service, service frequency, passenger and on time 
performance have quality of service of C, E, A and D respectively.  
 
Table 9  
QOS Score vs. QOS Attribues 

Attributes  QOS QOS Score  Mean QOS  Overall QOS 

Hours of Service C 3 

2.75 D 
Service Frequency  E 1 
Passenger Load  A 5 
On Time 
Performance  

D 2 

Total 
 

11 
  

 
Conclusion 
 These studies were aimed to determine the quality of service for bus performance in 
Kuantan, Pahang. These studies were done by using rating for service method and based on 
Transit Capacity and Quality of Service of Manual (TCPRM). Rapid Kuantan have operated the 
total of 15 routes including few routes to another district such as Pekan, Kuala Pahang and 
Ubai. Four different attributes have been selected in these studies which are hours of service, 
passenger load, service frequency and on time performance.  Based on the results, it shows 
that only passenger load factor has classified as A quality of service in these studies. These 
three attributes should be made some improvement on their quality of service. On time 
performance, also should be focused by operator as there are a several punctuality issues 
have done by bus driver. As conclusion, the overall quality of service for Kuantan route is D, 
which is moderate and there some improvement should be made in certain area. The 
outcome of these studies could be used by operators to evaluate their on-site operation. 
Authorities also could use the outcome of these studies to determine and identifies the 
significant improvements for bus service on these areas.  Further studies in these areas are 
highly recommended in future.  
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