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ABSTRACT 

 

Service providers want to know what customers (internal or external) care about. 

Despite the price, and to a minor degree product quality, also count, however, for 

service providers, customers care most about service quality. The quality of service 

could affect the loyalty and satisfaction of users. Therefore, it is important to measure 

the quality of services and seek to improve its bad elements. The application of the 

SERVQUAL model allows to obtain a significant result that could aid the possible 

business strategies. There are five key dimensions used in SERVQUAL model offered 

by Parasuraman; the tangibility, reliability, assurance, responsiveness and empathy. 

Each dimension has different interest for different users, to which it will contribute to 

the determination of the service quality. This paper discusses the growing interest of 

SERVQUAL, and the application of this concept in the transportation business, thereby 

providing an understanding for future researchers and practitioners. 
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INTRODUCTION 

 

Service quality is the gap amid customer’s awareness and belief of company’s service 

quality performance (Parasuraman et al. 1985, 1988). Service quality normally 

visualized as the amount of customer belief of the service involvement (Johns, 1992) 

and has developed an important differentiator and influential, reasonable weapon for 

organisation (Clow & Vorhies, 1993). Besides that, service quality is well-known as 

the significant important thing on which community organizations, including 

transportation services are focusing (Ancarani & Capaldo, 2001; Hood 1995).   

 

SERVQUAL model has been developed by Parasuraman, Zeithaml and Berry (1985) 

was a reliable model in marketing expert’s opinion (Adeniran and Fadare, 2018). 

SERVQUAL model is also known as the Gap model is used to admission customers’ 

fulfilment and service quality of service initiatives It shows quality as the difference 

among passengers’ belief and passenger’s insight of service provided (Parasuraman, 

et.al 1985). It has been applied in many countries (e.g., Randheer et al, 2011; 

Chilembwe, 2014). Besides that, numerous studies have shown that SERVQUAL has 

been used to assess service quality in many business segments, such as community 

transport, trading and banking and internet (e.g., Adeniran & Fadare, 2018).  

mailto:meilinamohdkamil95@gmail.com.my
mailto:ayuni2794@gmail.com
mailto:suhai@uum.edu.my


120  

At the beginning, Parasuraman and colleagues (1985) suggested 10 dimensions to 

evaluate service quality model; reliability, capability, access, responsiveness, 

statement, politeness, considerate, security, trustworthiness and tangibles. However, in 

1988, based on the research findings, the structure of the model and theory remains the 

same with the dimension has been summarised into five dimensions. There were 

tangibility, reliability, responsiveness, assurance (which comprises competence, 

credibility, communication, courtesy and security) and empathy (which comprises 

understanding and access). The new developed model was called as the SERVQUAL 

model. The model of the SERVQUAL was reviewed in 1991 and 1994, but the structure 

and dimensions remain unchanged. 

 

This paper aims to discuss the SERVQUAL application in the transportation business. 

All the discussion is based on the latest research that have been published. 

 

 

SERVQUAL - THE SERVICE QUALITY MEASUREMENT 

 

Businesses do not exist without customers. Thus, catering to the needs of the client is a 

key to customer retention.  In order to provide excellent customer service, a culture of 

serving clients must permeate throughout the organization. When all employees 

understand that pleasing clients is connected to the success of the business, they will 

take the initiative to create a superior customer experience. Clients talk about their 

experiences with companies, both positive and negative. Happy customers share their 

experiences with friends and colleagues, which increases business over time. Due to 

this reason, high-quality service can be a niche area of advantage for a business when 

customers are looking for an ongoing relationship with a retailer or for a creative 

shopping experience. 

 

Service quality is a composite multidimensional concept that involved standardized 

approach of analysis of customer perceived belief and performance gaps in a setting-

detailed manner. One of the extensively used and methodically well-known approach 

of evaluating service quality in the service sector, including the transportation industry 

is the SERVQUAL tools. The SERVQUAL presence humanistic and customer-centric 

dimension tools is qualitatively diverse from the mechanistic, objective and technical 

procedures usually used in the transport industry (Cavana et al, 2005). Furthermore, 

SERVQUAL tools allow the researcher to define as well as evaluate the fundamentals 

of customers’ belief in such a means that a psychological view about a service can be 

taken, analysed and unstated. Moreover, through measuring the quality of 

transportation services from customer’s viewpoints in a form of a combined 

SERVQUAL review mode. The researcher can seizure the personality traits, cultural 

individualities and related factors that might affect belief of the service quality. 

 

As abovementioned, SERVQUAL consists of five dimensions. These dimensions 

comprise tangible features connected to services and equipments, the reliability of 

service delivery, the responsiveness of service workers, the assurance of workers (for 

example knowledge and expertise) as well as staff empathy. Separate quality of service 

dimensions is measured via computing both customer belief of service quality and the 

perceived performance level of service quality and assessing the gap which happens 

between these two dimensions. In addition, if the performance meets the belief, 

customers are measured to be satisfied.  
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Besides that, it is acknowledged that quality of services is a various dimension theory, 

but it has dissimilarity as to the ideal operationalisation as well as conceptualisation of 

the SERVQUAL model (Parasuraman et al, 1988). There is numerous theoretical or 

mathematical models have been established in command to understand and evaluate the 

service quality. The extensively recognized approach by academics and specialists are 

the American European or Nordic models of physical and interactive quality (Gronroos, 

1982). In spitefulness of its high acknowledgement and applicability in numerous 

service industries, SERVQUAL has been examined and exposed to operational as well 

theoretical criticism. Particularly, Finn (2004) indicated that the five SERVQUAL 

dimension are never all separate, but there is one reliable difference between a tangible 

dimension and an intangible dimension. In line with this study, other researcher 

suggested that three out of five dimensions of SERVQUAL which is responsiveness, 

assurance and empathy only emphasis on the relational (interactive) geographic, 

whereas the other two which is tangibles and reliability measure the physical element 

of the services (Fodness & Murray, 2007).  

 

 

SERVQUAL AND TRANSPORTATION BUSINESS 

 

As mentioned above, the utmost commonly used approach for measuring service 

quality is the SERVQUAL Model. Influenced by the essential to measure involvement 

of SERVQUAL model, Wang et. al, (2015) conducted a survey where they 

demonstrated that the SERVQUAL approach was one of the major study topics of 

academic researchers during the period 1998 to 2013 and this model contributed greatly 

to the quality of service study. SERVQUAL model is used to evaluate equally both 

service probability and observation. The level of the service offered that meet or surpass 

the belief of the customer will possibly control whether the customer is expected to be 

fulfilled. Rendering to this model that has been established to theorize service quality, 

its evaluations the potentials of customer pre-consumption for a specific service as well 

as post-consumption of real service obtain. To measures the service quality there is a 

five dimensions of service quality, which includes assurance, tangibility, empathy, 

responsiveness and reliability. In the SERVQUAL model, the belief mentioned to what 

customers could anticipate from the firms. In particular, the important gap signifies a 

measure of the level of service quality, the narrower gap signifies the advanced level of 

service received (Parasuraman et. al. 1994). Below are five dimensions of SERVQUAL 

model that being utilised in most service quality studies. 

 

Tangibility 

 

Tangible can be defined as physical facilities, equipment, and appearance of personal. 

(Parasuraman et al, 1988). One of the appearances of public transport is the cleanliness 

and comfort which are focused on the cleanliness of seats, interiors and windows of the 

transports. The view evaluation of the input quality would include deliberation on 

whether the tools seem up to date and in fine working order; whether waiting areas were 

appropriately cleaned, furnished, and fine and whether service providers were properly 

attired (Parasuraman, 1988). The appearance of the public transport facility was 

referred to the cleanliness of the transport interiors, the comfort of the seats and the 

space for the luggage. There were many studies that suggests cleanliness is the most 

important among the several factors influencing the service encounter (Islam et. al, 

2014). 



122  

Tangibility is mentions to the entrance of physical features for instance equipment, 

facilities used by a service company and the entrance of service workers. Features used 

for the tangible aspect are for example has current equipment, physical facilities are 

visually attractive as well resources are visually seeming. According to the Govender 

(2014) tangibles narrate to the physical signals that are an element part the service 

offering process. The passengers measured their perceived quality through experience 

using the features.  

 

Reliability 

 

According to Parasuraman et al. (1988), reliability is the ability to perform the promised 

dependably and accurately. The elements of the reliability are frequency and the 

punctuality of the public transport providers arrives on time that requested that by 

public transport user and able to fulfill the passenger need. In many researches, the 

reliability dimension focuses on the frequency and punctuality of transport service to 

arrive on time and to meet the perception expectation of the customer.  For instance, 

Nutsugbodo, (2013) stated that dependency and unreliable information on arrival and 

departure time will be the main reason why customer felt discouraged to use public 

transport.  

 

The reliability service quality dimension is referred to how the company are execution 

and implementation their assured service, quality and correctness within the given usual 

necessities amid the company and the customer. Its incomes that the corporation 

offering a facility to its customer at a time deprived off generate slightly mistake and 

offering what its assured throughout the time that was decided. Reliability is measured 

as the upmost vital dimension of service quality (Zeithaml, 2000). 

 

Responsiveness 

 

The responsiveness service quality dimension defines to the readiness of the company 

to assist its client in offering them with a good, quality and fasts service. This is also a 

vital dimension, because every single customer feels more appreciated if they get the 

best likely quality in the service. Then, it also defines that the workers of a service 

society are prepared to assist every single customer and answer to their needed as well 

as to inform customer when service will offer and then give fastest service. Thus, if a 

service flops to happen, the capability to improve quickly and skillfully can produce 

very optimistic insight of quality (Hernon & Nitecki, 2001). 

 

Assurance 
 

Assurance is an important dimension that customer will look at when assessing a 

service. Assurance refers to the knowledge and courtesy of employees and their ability 

to convey trust and confidence (Parasuraman et al., 1988). If the customer is happy with 

the company worker this designates that customers will reappearance to do additional 

business with the company. Besides that, assurance also contains the following factors 

which is politeness, effective communication, competence and general attitudes that 

helps customer efficiently and effectiveness. The performance of employees gives 

customer sureness in the company that sort’s feels safe if the employees are humble and 

continuously have the essential skill to reply customer questions. In assurance 

dimension, service industry needs people with good qualities in order to create trust and 
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confidence from customers. Based on the study by Mikhaylov et. al (2015), to build 

satisfaction, the service provider must ensure the customer able to feel safe while 

patronizing services from them. The employees’ skill and the method they 

communicate with the customer create confidence in the organization (Gao & Wei, 

2004). In transport research, assurance is vital when a customer chooses to use transport 

service. The trust and confidence may be represented in the personnel who link the 

customers to the service. 

 

Empathy 

 

According to David and Heinelle (2003) empathy is the capability to show caring, 

personalized attention to the customer. Besides that, Loke et al (2011) recommended 

that customer service agents essential training and performance for efficient service. 

The study also stated that, building relationship or customer rapport and other forms or 

relational component permitting them to realize and clear customer demand. This 

means that staff should put into attention in generate customer feels that their assistance 

matters in the achievement of service delivery. Even though the service is a compulsory 

task-consumption sort of service, the willingness of workers to help, personalized 

action of customers while execution their job professionally might inspire the client 

shaping a positive insight to customer’s mind, appeal them to repeatedly do their 

responsibility to the government. In addition, the absence of steadiness in rapport with 

client in execution the service might cause dissatisfaction on their part as they may 

sense that employees an uncooperative.  

 

 

METHODOLOGY 

 

This paper was using journal articles from google scholar and emerald insight starting 

from year 2013 to 2018. Keyword combinations of “service quality”,“transportation”, 

“public transport” and “SERVQUAL” were used. It only limited to English journal 

article and content availability (open access). The purpose of this review is to identify 

the research need, evaluate and summarize the review of SERVQUAL model in relation 

of transportation services. All the journal articles are based on the emphasizing the used 

of SERVQUAL model in the research.  

 

 

FINDINGS AND DISCUSSIONS 

 

The main objective of this paper was to review research paper that utilized SERVQUAL 

model in relation to transportation services. Researcher found that, in five years there 

is a fourteen (14) articles that investigate the service quality that a transport company 

provided to the customer using SERVQUAL.  
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Table 1 
Summary of research paper related to service quality model in transportation 

 

Year Author Title IV Service Quality 

(2013) Nutsugbodo, R. 

Y.  

Tourists’ perceptions of the 

quality of public transportation 

services in the Accra metropolis: 

a Servqual approach 

Tangibility  

Assurance  

Reliability  

Responsiveness  

Empathy 

(2013) Kuo, C. W., & 

Tang, M. L.  

Relationships among service 

quality, corporate image, 

customer satisfaction, and 

behavioral intention for the 

elderly in high speed rail 

services 

Hardware quality 

(Tangibility) 

Accessibility environment 

(Reliability) 

Staff attitude & 

adaptability 

(Assurance, 

Responsiveness, Empathy) 

(2013) Erdoğan, M., 

Bilişik, Ö. N., 

Kaya, İ., & 

Baraçh, H.  

A customer satisfaction model 

based on fuzzy topsis and 

servqual methods 

Tangibility 

Assurance  

Reliability  

Responsiveness  

Empathy 

(2014) Chilembwe, J. M. Evaluation of service quality, 

value and satisfaction of air 

transportation in malawi: case 

study of air malawi  

Tangibility 

Assurance  

Reliability  

Responsiveness  

Empathy 

(2014) 

 

 

 

Islam, R., 

Chowdhury, M. 

S., Sarker, M. S., 

& Ahmed, S 

Measuring customer satisfaction 

on bus transportation 

Tangibility 

Assurance  

Reliability  

Responsiveness  

Empathy 

(2015) Dr. Rocío de Oña, 

Mr. José Luis 

Machado, Dr. 

Juan de Oña 

 

Perceived Service Quality, 

Customer Satisfaction and 

Behavioral Intentions: A 

Structural 2 Equation Model for 

the Metro of Seville, Spain. 

Tangibility 

Accessibility (Reliability) 

Customer service, 

Individual space 

(Assurance & Empathy) 

Information mgt 

(Responsiveness)  

 

(2014) Ojo, T. K., 

Mireku, D. O., 

Dauda, S., & 

Nutsogbodo, R. 

Service Quality and Customer 

Satisfaction of Public Transport 

on Cape Coast-Accra Route, 

Ghana 

Tangibility 

Assurance  

Reliability  

Responsiveness  
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Y.  Empathy 

(2014) Rajeswari, V., & 

Santa Kumari, K. 

Satisfaction and Service Quality 

in Indian Railways - A Study on 

Passenger Perspective 

Tangibility 

Assurance  

Reliability  

Responsiveness  

Empathy   

Timeliness,  

Information system,  

Food  

Safety &security 

(2014) Govender, K. K. Exploring public transport 

service quality: the case of mini-

bus taxi service in south africa 

Tangibility 

Assurance  

Reliability  

Responsiveness  

Empathy 

(2015) Muhammad 

Basir, Basri 

Modding, Jeni 

Kamase, Sabri 

Hasan 

Effect of Service Quality, 

Orientation Services and Pricing 

on 

Loyalty and Customer 

Satisfaction in 

Marine Transportation Services 

Tangibility 

Assurance  

Reliability  

Responsiveness  

Empathy  

(2015) Hundal, B. S., & 

Kumar, V. 

Assessing the Service Quality of 

Northern Railway by using 

SERVQUAL Model 

Tangibility 

Assurance  

Reliability  

Responsiveness  

Empathy 

(2016) Felix 

Charbatzadeh, 

Udechukwu 

Ojiako, 

Maxwell 

Chipulu1, 

Alasdair Marshall 

Determinants of satisfaction 

with campus transportation 

services: Implications for 

service quality 

Apprearance of bus & 

facilties (Tangibility) 

Drivers (assurance & 

responsiveness) 

Route service (Reliability)  

 

(2017) Luke, R., & 

Heyns, G. 

Measuring commuter 

perceptions of service quality of 

selected mini- bus services in the 

city of johannesburg 

Tangibility 

Assurance  

Reliability  

Responsiveness  

Empathy 

(2017) Heyns, G. J., & 

Luke, R. 

Rail Commuter Service Quality 

in South Africa: Results From a 

Longitudinal Study 

Reliability,  

Extent of service,  

Comfort,  

Safety  

Affordability 
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CONCLUSION 

 

This paper has reviewed the SERVQUAL method used in the previous transportation 

research and study. The SERVQUAL model that are offered by Parasuraman et al. 

(1985, 1988) are widely used in the research. It is noted that there are many researches 

that are using the SERVQUAL model in last five years particularly in transportation 

sector. However, the term used was difference but refer to the same meaning as 

SERVQUAL dimensions (Charbatzadeh, et. al, 2016; Rocío de Oña, et al, 2014). Using 

SERVQUAL it can help the researcher to evaluate the customer satisfaction, service 

quality and the gap of study using the five dimensions. It should be noted that there was 

limitation for this paper need to be highlighted. This paper only used those journal 

articles that were open access using google scholar and emerald insight. Therefore, 

those papers related to SERVQUAL in transportation in other databases have not been 

reviewed. Regardless, this paper can be a guide for future researcher to that plan to 

utilise SERVQUAL model in studying transportation service. For instance, instead of 

using five dimensions of SERVQUAL, the future researcher could consider using the 

original SERVQUAL with ten dimensions or other additional dimensions.  
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