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ABSTRACT 

      

The objective of this paper is to identify the relationship between customer perception, 

facilities and service that might impact to the disability that using rail transportation 

in Kuala Lumpur. The study a covers a disable population of rail transportation in 

Kuala Lumpur.  A total of respondent 284 respondent participated in this paper.  

Pearson correlation was performed to analyse used to study the significant differences 

of respondent between demographic factors. Goodness of measure like pearson 

correlation analysis used to examine disable perception towards rail transportation in 

Kuala Lumpur. The results show that there are significant and not significant 

relationship exits between the variables. Customer Satisfaction Index (CSI) has been 

used to assess the measurement model on a sample of disability passengers that being 

using the rail transportation in Kuala Lumpur as their regular transportation. The 

measurement model assessment has been involves oblique the validity, internal 

consistency and the discriminant validity of the identified factors and to measure the 

items. The result that being shows will identified all of the factors to fulfilled the 

discriminant validity and oblique of the research.  

  

Keywords: mobility disability, facilities, technology, service, Customer Satisfaction 

Index (CSI) 

      

      

INTRODUCTION 

      
The idea of carry through this study came due to this situation in which plenty of the 

disable customer that being using the public transportation in Kuala Lumpur has been 

forgotten by the other user and they didn’t get their rights as a user when using the 

public transportation. The disable people mostly using the public transportation as their 

daily transportation to move to the location. The importance of this study is to educate 

the user about mobility disability to the disable people and helps them easy their daily 

activities. Furthermore, the constructs that being studies in this paper is to know the 

satisfaction by the disable users in using the facilities that being offer by the public 

transport for their priority and their safety while using the service. There are many 

facilities that being provide by the company that being involve in public transportation 

but did the facilities that being provide can be used by alludes to disable passengers. 

All of the services and facilities that being provide are important towards the users and 

how they try to fulfill the need by alludes to all passengers. 
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The emergence issues in the mobility disability in public transport are due to predatory 

factors which act as the constraints in operating the service and make it win-win 

situation to the users and in the same times to keep up the profit of the company. In 

Persons with Disabilities Act 2008 (Act 685) (PWDA) stressed that PWDs shall have 

the same right to reach and use public facilities, amenities, services and building. In 

2010, Statistics Departments shows that there are approximately explain that 5.1% 

PWDs in Malaysia and this figure had increased annually. In this case its shows that 

the demand of facilities and services that should be provide by the public transportation 

should be increase too. Therefore, the disable person should be safe and comfort while 

using the services. In the suggestion the government should involve in the research in 

public transportation to be disable-friendly use and take a serious action to make it 

happen in the future. 

      

Thus, it is important to getting a help from the government to combine with the public 

transport provider to make it happen and it should be more backup plan and solution 

that their can get from the users. This is because each of the added infrastructure to the 

public transportation with disable-friendly used will gain the cost to the transportation 

provider and this is why their lack in the service, facilities and technology that should 

be disable-friendly. In this research will explain more to the readers about the study that 

will answer the questions Did the disable person are satisfied with the service, safety 

and facilities that are being provide by the public transportation in Kuala Lumpur? 

      

      

PROBLEM STATEMENT 

      
If you provide good alternatives for public transport, you won’t have traffic problems” 

(Jaime Lerner). This quote might seem cliché to compare with the issues, but it shows 

that what is the importance of the public transportation to the daily use and without the 

best facilities and safety that being provide to the users, how the disable person can get 

their own priority in use the public transport. Thus, it’s important to make sure that the 

public transport to be more efficient and disable-friendly use in the future and that’s 

will help in maximize the needs that being needed by the disable person. The public 

transportation service is been include with the service between route, facilities in the 

transportation and the safety in the transportation and station, each of the service that 

being provide by the company should include with the safety requirement and take care 

of the environmental surrounding area. The public transportation might be difficult and 

hard to implement this is because the numbers of users are being different based on the 

location in Kuala Lumpur and it might gain a higher cost to the company to improve 

their service quality. 

      

In March 2017, has been reported one of blind man fell from the platform of Monorail 

Station and breaking his left hip, left shoulder and back bones. This is happened because 

lack of safety equipment at the platform that might be happen to another user too. Due 

to this safety issues, the man needs to wait until 20 minutes to wait for help from the 

employee at the train station. This botheration was happened due to the technology error 

and lack of safety from the employee to guide the disable person to the waiting area. 

Additionally, the problem also might cause by the facilities such as waiting area for 

disable person were not being provided by the public transportation provider. Next, for 

the service before, during and after the used maybe the public transportation could 
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provide a better service in helps the disable user while their using the public 

transportation, this will help them to be more comfort and being appreciate while using 

the transportation. 

      

The important in the mobility disability is the future plan that might be used and 

effective in the future that consist the effectiveness of the service being provide by the 

company towards the needs that being needed by the disable person. The lack of 

facilities that currently being provide by the public transportation might be difficult to 

the disable people to used the public transportation and this will make them to used 

their own vehicles to move to one place to the another place. In the safety issues they 

should be more alert in the future, and as a service provider they should make a research 

in safety issue that might be used with the technology and how it can implement to the 

service in the future public transportation. 

      

Furthermore, the issue of the technology of service that being provide by the service 

provider should be test before it being used at the platform. Back to the case in March 

2017, the blind man fell to the platform is because the lack of function of the automatic 

door at the platform to operate well. In this because it shows that it might happen in 

other passenger who also bring small kids or any types of disable passenger. The 

technology is being invested in large amount to make it happen and to make it to be 

more successful they should define if the system might be crack and failure function.  

      

      

LITERATURE REVIEW 

      

Facilities 

      
Facilities is a building, pieces of equipment or service that being provide by the service 

provider to be use by their customer while using their train service. The facilities can 

be use by all communities includes the disable passengers. Besides that, as a service 

provider they should provide the facilities for the special needs from the beginning till 

the end when they use the service. The guidelines that being provide by the services 

provider will help the communities in reach the destination and used all the facilities 

that being provide. According to Tompskins (2010), a facility also something such as 

additional services provided by an organization or an extra feature on a machine which 

is useful but not essential to be provide by the service provider to be use by the rail user.    

      

Service 

 

Service is a part of what being paid by the customer when they use the rail, the quality 

of the service had should be improve from time to time where this will reflect with the 

interested in passenger’s perception or even the perception of transport companies and 

government managers to create a better service transportation in Kuala Lumpur.  

According to Cronin and Taylor (1992) argue that considering service quality to 

represent an attitude of a customer as opposed to a gap between expectation and 

performance allows the measurement to connect with conventional psychological 

theory. 

      

 



139  

Technology 

 

The technology that being use in the rail transportation were not only cover for the 

information that being provide to the customer but it also include with the drive system 

technology to clarify the successful with the technology that being use by the service 

provider.  But is vital to know that technology and science are different subject which 

work hand-in-hand to accomplish specific tasks or solve our complication. Nowadays, 

the mobile apps really useful to the customer in make their daily activity easier and the 

service provider should provide an information directly thru the apps that will help the 

customer to plan their movements. 

      

Customer perception 

      
The perception by the customer who used the service is important to the service 

provider in provide a better service transportation in the future and how they can study 

the needs that being need by the users. A concept that encompassed a customer reaction, 

awareness or sensibility about company or things will reflect with the service that being 

provide nowadays. As we can see the customer perception is commonly influenced by 

advertising, reviews, public relation, social media and personal experience when they 

use the rail transportation. The number of user really impact the service provider to 

know their weakness in their service that being provide to the rail user. 

 

 

RESEARCH FRAMEWORK 

      

      

 
Figure 1  

Research framework for customer perception 

      

The following hypotheses are proposed:  

 

H1: The facilities in the public transportation has a positive relationship with the 

customer perception for disable people.  

H2: The service that being provide by the service provider has a positive relationship 

with the customer perception for disable people. 

 

 Facilities Facilities 
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H3: The technology that being used in public transportation has a positive relationship 

with the customer perception for disable people. 

      

      

METHODOLOGY 

      
The instrument used for this study were survey questionnaires as a method to collect 

the information and likert scale are used to measure respondents answer. Likert scale is 

used from (1) strongly disagree to (5) strongly agree for each item. According to Joshi, 

Kale & Chandel (2015), Likert scale is a set of items that are given to respondents for 

a hypothetical or real situation under study. A preliminary study was conducted to 

determine the clarity and relevance of the issue and factors under study before the 

personnel were approached during preliminary study phase. In the full-scale survey, the 

personnel involved in the survey the workers of the company were selected. Finally, 

the questionnaire was distributed to 300 respondents and 284 are completed forms 

received. Data collected was taken between March 2019 to April 2019.  Our respondent 

is disable people in Kuala Lumpur that using rail transportation in their daily use. 

  

 

RESULT AND DISCUSSION 

      

Demographic 

      
Table 1 represents respondent background profile.The collected data have been involve 

284 respondent. For this result, it involve five type   of disable in this research which is 

26.4% (75 person) representative vision, 22.5% (64 person) hearing, 24.3% (69 person) 

movement, 14.1% (40 person) communication and 12.7% (36 person) with others 

disable. Most of the respondent for disable passenger that using a rail transportation is 

female 62.3% (177 person) and male was 37.7% (107 person). We can see that disable 

passenger of female are using more rail transportation. 

      

Table 1 

Respondent Background profile 

      

      Frequency Percent 

Type of Disable   

   Vision 75 26.4 

   Hearing 64 22.5 

   Movement 69 24.3 

   Communication 40 14.1 

   Other 36 12.7 

   Total 284 100.00 

Gender             
   Male 177 62.3 

   Female 107 37.7 

  Total 284 100.00 
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Pearson Correlation      

 

Based on table below, there have the significant relationship between the first 

independent variable and dependent variable which is a service and customer 

perception that being use in rail transportation in Kuala Lumpur with the significant 

value is 0.000 is less than 0.01. The second independent variable which is facilities also 

have the significant relationship between independent and the dependent variable. 

Lastly the third independent variable which is technology and dependent variable also 

have significant relationship. 

 

Table 2 

Pearson Correlation 

      

       Service Facilities Technology Customer 

Perception 

Service Pearson 

Correlation 

1 .460** .607** .279** 

      Sig. (2-tailed)       .000 .000 .000 

      N 284 284 284 284 

Facilities Pearson 

Correlation 

.460** 1 .273** .644** 

      Sig. (2-tailed) .000  .000 .000 

 N 284 284 284 284 

Technology Pearson 

Correlation 

.607** .273** 1 .614** 

 Sig. (2-tailed .000 .000  .000 

 N 284 284 284 284 

Customer 

Perception 

Pearson 

Correlation 

.279** .644** .614** 1 

 Sig. (2-tailed) .000 .000 .000  

 N 284 284 284 284 

      

      

CONCLUSION  

      
We have arrived an ample investigation of research related to perception of disable in 

rail transportation and classified this paper based on identified factor that may influence 

the dependent variable. This research study were provides a perception disable people 

may be use rail transportation in Kuala Lumpur area. This research were complete in 

using Pearson Correlation as a platform for test and get the result for the study. Due the 

limitation time in our research led us to have only 284 respondent as our research 

sample and as a result. The objectives of this research studies were to identify the 

customer perception of disable passenger in used the rail transportation in Kuala 

Lumpur and the aim of this study to make the key factors more clear for the rail 

transportation. A clear conclusion is all the three (3) independent variable; facilities, 

service and technology are significantly related to the dependent variable which is 

customer perception. 
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Limitations and future studies  

 

In completing this research studies there were few limitations that we should handle 

and it might improve in the future research were it can be related with the disable people 

in Malaysia and especially in Kuala Lumpur. Firstly, the questionnaire has been 

distribute to the disable people who use the rail transportation in they daily use, where 

it’s difficult when we need to spend more time to read for them and getting help from 

other person to translate the questionnaire to the respondent. Secondly, the final data 

that success being collect only 284, in getting a large number of disable people were 

hard that being expected where most of them doesn’t like to being interview. 

      

For the future study, the researcher should get helped from the NGO that related with 

the research that might be study and their will help in find the potential respondents in 

achieve the respondent. Besides that, the Memorandum of Understanding (MoU) 

should be made by Universiti Utara Malaysia and any NGO that relate to the disable 

person, that will help the final year student to collect the data from the NGO that will 

make the student more easy to finalize the data collection and will minimize the 

duration time in collecting the data.  

      

Other than that, in improving the public transportation service, the Ministry of 

Transportation should make a deal with the local service provider and make an research 

based on the service and system that being use in Scotland where they provide free 

public transportation to the local community. This benefit should be get by the local 

community because currently the public transport were be shared with the foreign such 

as Bangladesh, Indonesian and Philippines. We should give back the priority to the 

local community and we should be encourage the disable people to use the public 

transport.   
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