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SONITA SUM : INVESTIGATING THE CITY BUS SERVICE QUALITY
BASED ON USERS’ PERCEPTIONS AND USERS’ EXPECTATIONS.
THESIS ADVISOR : PROF. VATANAVONGS RATANAVARAHA, Ph.D.,

112 PP.

CITY BUS/SERVICE QUALITY/USERS’ PERCEPTIONS/

USERS’” EXPECTATIONS/STRUCTURAL EQUATION MODELING

This research aims at investigating the service quality of city bus in Phnom Penh
on the basis of users’ perceptions and users’ expectations in order to be the strategical
policies/ guidelines for Cambodia government authorities/ transportation stakeholders
to enhance the city bus performance by categorizing into three sections.

The first section figured out the important indicators relating to the city bus
service quality in Phnom Penh context by inquiring the users’ perceptions of the bus
service quality, resulting from 500 participants. According to Exploratory Factor
Analysis (EFA), twenty-four quality indicators were divided into five main groups
consisting of Bus Stop Facilities, Bus Services, Driver Attitude, Bus Capacity, as well
as Vehicle. These five groups of variables were then confirmed by the Second-ordered
Confirmatory Factor Analysis (CFA).

Regarding the second section, the potential factors influencing the users’
perceptions and users’ expectations of the city bus service were examined and the study
of relationship between users’ perceptions, users’ expectations, and overall satisfaction
of the service was conducted by Structural Equation Modeling (SEM). Users’
perceptions and users’ expectations were separately analyzed by Factor analysis. As a

consequence, the big picture of EFA revealed that both data sets have extracted five



v

latent factors including Bus Stop Facilities, Bus Services, Driver Attitude, Bus
Capacity, as well as Vehicle. The Second-ordered Confirmatory Factor Analysis (CFA)
confirmed the structures of these mentioned factors. When considering the result of
SEM, it was found that “perceptions” has the positive significant relationship to “overall
satisfaction”, while “expectations” has the direct significant relationship with
“perceptions” but has the indirect relation to “overall satisfaction”.

For the last section, this study applied Importance-Performance Analysis (IPA)
to discover the strengths and weaknesses of the city bus services in Phnom Penh. Based
on the graphical result, the government authorities should enhance or maintain the
important indicators which located in quadrants “Concentrate here” and “Keep up the
good work”, particularly the critical indicator “Bus routes cover every area”.

This research will be helpful for Cambodia government authorities/
transportation stakeholders with the intention of providing a model to be used as a
strategical yardstick to solve problems/complain from the bus users regarding transport

policy.
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