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Abstract 
Public bas is one of the pioneers’ public transportations of the country besides train and taxi. 
However, the quality service of public bus is declining and caused lower anticipation of the 
riders. The complaints and poor anticipation of bus riders have led to service back out by the 
bus providers. The current pandemic situation has also made them give up on the continuing 
the service of public bus. Therefore, the study aimed to review the quality of service of public 
bus in Northern Peninsular Malaysia. The areas that covered the Northern Peninsular 
Malaysia are Perlis, Kedah, Penang, and Perak. The attributes on the quality of service for bus   
focused are on-time performance, passenger load factor, and service frequency. Those 
attributes are reviewed and compared with past studies. The result of the study found that 
the all the attributes are influential in maintaining the quality of service of the bus at Northern 
Peninsular Malaysia. Authorities and bus providers at Northern Peninsular Malaysia need to 
put a high attention on giving the best quality of service prior to the attributes for the bus 
riders to enjoy the public bus transportation 
Keywords: Public Bus, Quality of Service, Northern Peninsular Malaysia, On-Time 
Performance, Passenger Load Factor, Service Frequency. 
 
Introduction 

Nowadays, an urbanization occurs widely and rapidly across the world. The most 
significant factor in European civilization is urbanization as the people living in European 
countries already reached approximately 80% (Antrop, 2000; Borhan et al., 2019). In 2019, 
United Nations estimated that 4.2 billion people which is half of the world’s population live 
in urban area and the numbers will keep rising up to 6 billion people by 2041 (Kuddus et al., 
2020). The increased in the urbanization has resulted to high demand of public 
transportation. Several types of public transportations include buses, trains, ferries, and 
shared taxis provide mobility to citizens especially around the city areas (Litman, 2021). 

One of the most economical choice of public transportation is bus because of the 
readily available roads from one place to another. According to the Department of Transport, 
the bus schemes provide worth more than their cost (Alston et al., 2021). Buses is one of the 
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cheapest and fastest way to improve transportation and environmental pollution. A full 
capacity of double decker bus can take off 75 cars on the road and eventually reduce traffic 
congestion and tail-pipe emissions (Fuller, 2019). 

The usage of public bus by citizens is reducing every day due to rising complaints of 
the bus quality of service (Noh, 2015). There are several factors that disrupt the quality of 
service for bus, namely limited facilities, low coverage of interchanges, inconvenience fleets, 
limited dispatch of passengers trips, and long waiting time (Bachok et al., 2014; Rahim et al., 
2021). All the rising issues on quality of service for public bus have caused the bus services in 
Malaysia to paralyze especially in Northern region. Kaos (2012) discovered that the bus 
service of Lean Hock Sdn Bhd in Pulau Pinang and Kedah have completely shut down after 64 
years of operation. Also, Bernama (2018) reported that Cityliner discontinued their six out of 
seven public bus routes in Kedah because their company unable to keep up with the cost of 
operation.  

Although the quality service of public bus is questioned by the citizens, public bus is 
the most preferable mode of transportation because of its wide coverage of destination 
points (Rahim et al., 2021).  A research by Sufahani et al. (2016) found that public bus in is 
chosen over airline by most tourists and local citizens in Kelantan due to its price wise, 
accessibility and convenience. To ensure continues public bus service to citizens and tourists, 
quality of service for public bus need to be improved thoroughly. This study aims to review 
the quality service of bus in Northern region, Malaysia. The attributes considered in the 
quality of service for bus are on-time performance, service frequency, and passenger load 
factor. Besides that, each attribute on quality of service for bus will be compared based on 
the past studies.   
 
Study Area 

The quality of service for public bus is reviewed focusing areas of Northern Peninsular 
Malaysia. Primarily, only the area of few states is considered which include Perlis, Kedah, 
Penang, and Perak. For Perlis, the main public bus provider is myBAS Perlis under Land Public 
Commission (SPAD). There are many bus providers available in Kedah namely, Kenderaan 
Langkasuka Sdn. Bhd., HBR Group Sdn. Bhd., and The Jalan Langgar Transport Company Sdn. 
Bhd. Some part of Northern region in Kedah is covered by myBas Kangar. 

In addition, there are a lot of bus service provider in Penang. The most established bus 
provider is Rapid Penang under government-owned company (Prasarana Malaysia) and starts 
operating in year 2007. Rapid Penang covers almost all places in Penang and has its own 
branch public bus service, CAT Free Bus and Penang Hop-On Hop-Off. Another study area is 
Perak which used myBas Ipoh as their major public bus service. Similar to Perlis, myBas Ipoh 
a stage bus business incorporated with SPAD. 
 
Quality of Service for Public Bus 

The quality service of public bus is evaluated based on the performance of every bus 
provided by respective operator (Bakar et al., 2021; Eboli et al., 2018). Public bus provider 
that has high quality of service will meet customer’s needs and satisfactions. When a public 
bus provider can ensure high quality of service, more customers are attracted to use public 
bus as their mode of transportation for daily life and travel purpose (Islam et al., 2014). 
Moreover, the bus companies can build a long-term profitable organisation with a good 
quality of service and high customer satisfaction (Laisak et al., 2021). 
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Quality of service is very subjective as it involved intangible feelings by customer’s 
individual preferences. The quality of service can be either positive or negative as it depends 
on word of mouth and experiences from the customers. Different subject of study has 
different quality of service attributes. For instance, Famiyeh et al (2018) considered social 
attributes in quality of service in banking sector, while Abbasi-Moghaddam et al (2019) used 
straightforward attributes in healthcare sector. In this study, on-time performance, service 
frequency, service hours, and passenger load factors are the service quality attributes 
explored for public bus transportation. 
 
On-Time Performance 

A previous study by Berrebi et al (2015) revealed that the bus passengers preferred 
shorter waiting times so that they do not feel anxious while waiting at the bus stop. There are 
a few studies covered the study area of Northern Peninsular Malaysia. In Perlis, a study 
regarding on-time performance provided by myBas Perlis is investigated. The on-time 
percentage for myBas Perlis routes is 63.33 % and 56.67 % early than the published schedule 
for weekends and weekdays respectively (Zahir & Haron, 2019). The quality of service based 
on the on-time performance for myBas Perlis is A for the headway on the selected route. 
Norhisham et al. (2021) determined the on-time performance for bus service at Alor Setar, 
Kedah. The study found that the most routes at Alor Setar achieved service quality of E where 
almost 70 % of the buses departed later than the scheduled time.  

Three out five bus routes in Georgetown, Penang found exceeded the longest waiting 
time (30 minutes) and the service quality fall at D and E (Fadhlina et al., 2021). For bus services 
from Ipoh to Lumut (Perak), the results found that the on-time performance and service 
regularity are low which affect the bus riders expectations (Suwardo et al., 2009). Therefore, 
the on-time performance for bus service vary according to the study area. From the past 
studies reviewed, only Perlis provide good on-time performance for their bus service 
compared to other study areas of Perlis, Penang, and Perak. 

In addition, on-time performance for public bus service also being explored by other 
researchers around the world. The previous studies regarding on-time performance for public 
bus service are established in Table 1. 

 
Table 1. On-time performance for public bus service from previous studies 

Author City Explanation 

Halls (2020) Los Angeles County, 
USA 

• Focused on arrival time 

• Based on LA Metro guidelines. 

Palm et al. 
(2020) 

Toronto, Canada • Based on TCQSM 3rd Edition. 

• Computing in mean, median, minimum, and 
maximum percentage of on-time 
performance. 

Norhisham et 
al. (2018) 

West Klang Valley, 
Malaysia 

• Based on TCQSM 3rd Edition. 

• Adding categorization from QOS A to QOS E. 

 
Service Frequency 
 The service frequency for bus service at Northern Peninsular Malaysia is investigated. The 
headway and number of vehicles per hour closely related to service frequency. The headway 
time for bus service in Perlis found to be within 45 to 50 minutes which is the service quality 
on service frequency graded at E (Zahir & Haron, 2019).  The acceptable headway time should 



International Journal of Academic Research in Business and Social Sciences 

Vol. 1 1 , No. 12, 2021, E-ISSN: 2222-6990 © 2021 HRMARS 

931 
 

be in between 5 to 30 minutes from the planned time to get good service frequency for bus 
service. The service frequency in Alor Setar, Kedah is classified as an F for service quality 
means it is below the customer’s satisfaction (Norhisham et al., 2021). The frequency of bus 
service is based on average departure time intervals between bus trips provided by bus 
operator.   

Bus service in Penang under Rapid Penang has the highest service frequency of five to 
ten minutes. Also, the lowest service frequency for bus service in Penang is up to 50 minutes 
for bus arrival or departure (Haron et al., 2016). The current bus operator in Perak provides 
bus service as frequent as one and two buses per hour during off-peak and peak hours 
respectively. From the number of service frequency, the bus service quality at Perak is 
categorized as D and E for peak and off-peak hours respectively (Napiah et al., 2011). Other 
previous studies involving other cities are established in Table 2. 

 
Table 2. Service frequency for public bus service from previous studies 

Author City Explanation 

Gkiotsalitis 
(2021) 

Asia Pacific • The circular bus in Asia Pacific is one high 
service frequency with 245 daily trips. 

• High frequency of bus service closely 
related with the bus waiting time. 

Yantao et al. 
(2021) 

USA • Less service frequency increased vehicle 
occupancy and increase riders waiting time. 

• Signals influence the service frequency by 
lowering vehicle’s average speed.   

Liu et al. (2021) China • The service frequency impacted the level of 
service for public bus transportation. 

 
Passenger Load Factor 

Passenger load factor is relative to the comfort and convenience of transportation 
facilities. The load factor is evaluated by number of passengers seated in the bus over the 
number of seats available in the bus. The Kangar Transportation Hub in Perlis received 
approximately 400 bus passengers at one time (Azmi et al., 2020). So, the passenger load 
factor will also be high parallel to the number of passengers received at the hub. The 
passenger load factor for public bus in Northern Peninsular Malaysia is explored. Norhisham 
et al. (2021) discovered that the average passenger load factor in Alor Setar, Kedah is found 
at 0.22 which classified as A for service quality.  

Zainol (2017) measured bus service at Georgetown, Penang as a Central Area Transit. 
Outcome of the study found that the congestion and high passenger load reduced the bus 
service’s reliability and efficiencies. the In Perak specifically their capital city of Ipoh, the load 
factor percentage for bus service during weekend was at 67% higher than weekdays at 51%. 
Table 3 shows the past studies on passenger load factor for public bus service for different 
countries.  
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Table 3. Passenger load factor for public bus service from previous studies 

Author City Explanation 

Hellekes & 
Winkler (2021) 

Germany • Increasing demand of public transport 
system required changing in the load factors. 

Juanita et al. 
(2021) 

Central Java, 
Indonesia 

• During pre-pandemics, the passenger load 
factor is at high level.  

• The pandemic resulted in drastic drop of 
load factor which is also an economic 
indicator. 

Shen et al. 
(2016) 

Harbin City, China • Passenger load factor affect passenger 
comfort perception. 

• Comfort level for standing passenger lower 
than seated passenger. 

 
Conclusion 
In this paper, it can be concluded that there are many factors affecting the quality of service 
for public bus transportation. Three of the attributes (on-time performance, service 
frequency, and passenger load factor) are discussed and reviewed thoroughly. Each of the 
attributes gives an effect to the bus service differently. By maintaining the on-time 
performance, service frequency, and passenger load factor at an A for quality of service 
eventually improve the image of public bus transportations in Northern Peninsular Malaysia. 
In addition, it can be noted by the bus service providers to provide the bus services with the 
highest quality for each attribute. The country and bus service provider will get benefits 
economically from it as the number of bus users also will increase parallel to the highest 
quality of bus service provided. 
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