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Abstract 
 

The purpose of this research is to determine the factors influencing international tourist satisfaction on the public rail services in Klang 

Valley, Malaysia. This paper provides important contribution to the Malaysian economy due to the growing number of international tour-

ist in recent years. A mixed methodology approach via the use of phenomenological interviews and self-administered questionnaire were 

use. Structure equation modelling (SEM) revealed three key dimensions of public rail service attributes which is comfort, accessibility, 

responsiveness and safety. The result indicated that there is significant relationship between comfort, safety and accessibility. Transporta-

tion authorities can use these findings as a guide to enhance the quality of life of public rail service users in the future. 
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1. Introduction 

A recent survey in Malaysia indicated that there has been phe-

nomenal growth in tourists visiting Malaysia over the last few 

years. In 2016, Malaysia received 26.7 million tourists with re-

ceipts amounting to RM82.1bil, an 18.8% increase compared with 

RM69.1bil in 2015. Despite these encouraging figures, the popula-

tion of Chinese tourist decreased from 2.12 million in 2016 to 

1,523,846 in 2017. The possible reason for the drop in China tour-

ist are due to the dissatisfaction in the rail transportation service in 

the city, therefore the service quality of the rail transport need to 

be highlighted. (Mytourism data, 2017) 

  

Malaysia rail public transport service connect the surban localities 

of Kuala Lumpur region to the city centre. It play an important 

role as one of the major transport providers in the city and has 

contributed to the traffic on congested road networks. For tourist 

who do not have access to a private vehicle, the rail public 

transport provides access and mobility. 

  

In order to improve the rail service quality for international tourist, 

there is a need to better understand the elements of the tourist rail 

experience that are up most important to the current and potential 

tourist Investigating consumers’ perceptions of rail service quality 

(RSQ) will help towards that end. One of the important concerns 

when obtaining consumers’ evaluations is to identify dimensions 

which are most crucial to consumers in assessing rail service qual-

ity. A number of existing studies on rail service quality have tried 

to determine the dimensions used to define customers’ perception 

of service quality, and to build models that the rail service experi-

ence (Haron, Nasir & Mohammad, 2016; Govender 2014; Chua et 

al.2016). Among these studies, there are some formal researches 

on rail service quality that focuses on developing measures for the 

evaluation of websites. In support, Murambi and Bwisa (2014) 

state that travel time, punctuality, clear information, good staff 

behaviour, assured board security significantly the overall satisfac-

tion of public transport shuttle transport. Haron, Nasir, & Moham-

ad (2016) also focused on service performance indicator: envi-

ronment, physical facilities accessibility, reliability provided by 

KTM (Keretapi Tanah Melayu) and LRT (Light Rail Transit) in 

the Klang Valley. Ismail, Hafezi, Nor & Ambak (2012) study 

revealed that service quality is related to overall customer prefer-

ence and satisfaction with Malaysian public transportation net-

work  and found out that respondents have shown to rate their 

satisfaction level as lower than preference levels. This indicates 

that the quality of Malaysian public transportation network is un-

der the travelers’ expectation of the service from frequency, com-

fortable travel experience, security on board and travel time. 

 

Ilhaamie (2010) study on 300 respondents from Malaysian public 

organizations emphasized on quality, expectation and perception 

to improve the public confidence towards Malaysian public rail 

transport. Moreover, the authorities to take some actions and 

measures in order to increase the present level of service quality 

especially. 

 

There are several purposes of this research. Firstly, to identify 

dimensions of RSQ of e-auction sites that are crucial to the Chi-

nese Tourists. Secondly, developing a scale to empirically assess 

these dimensions. Thirdly, developing theoretically-related con-

structs, like satisfactions and likelihood of future visit to assess the 

nomological validity of the scale. 

 

After this, a relevant literature review relevant to Chinese tourist’ 

perspective of rail service quality was carried out. This is followed 

by a quantitative method to develop a five-factor RSQ scale, mak-

ing use of a questionnaire. Finally, a discussion of theoretical and 

managerial implications was carried out. 

2. Literature review 

2.1 Rail Service Quality 
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In recent years, many studies have been conducted to reveal the 

factors that can reduce private transport use and increase the num-

ber of ridership of the public transport in the city area. Among the 

many factors examined, much of the literature had emphasized on 

the importance of service quality factors in encouraging people to 

switch to the public transport. Service quality has been dominating 

the construct towards public transport studies. 

 

A number of existing studies on rail service quality have tries to 

determine the elements that define customers’ perception of traffic 

service quality, and to establish the models that outline customers’ 

rail service experience (Abdul Aziz Abdullah, Talip (2013); Za-

karia, Hussin et al. (2010); Kamaruddin, Osman & Pei et al.(2012); 

Suria Haron, Nasir et al. (2016); Liu Yao, Fadilah Sail et al.(2014), 

Bachok, Osman et al.(2013); have further stated that there are 

essential research studies which need to be conducted on rail ser-

vices so as to better understand the dimensions of rail service 

quality. 

 

Abdullah and Talip (2013) emplaced case study on Malaysian 

public transportation reveal that reliability, safety, speed, comfort 

and punctuality are the dimensions of service quality which the 

organization believes that these will be the most influential factors 

affected the perceived quality. This study also clarifies and thus, 

contributes to the key dimensions of service quality that influence 

the perceived quality service, in a specific means of public trans-

portation. 

 

Zakaria, Husin, Abdul,  (2010) a study in Lembah Bujang, Kedah 

reveal that the result indicates there are positive correlations be-

tween service quality, tangible, reliability and responsiveness of 

service quality dimensions. The most service quality dimensions 

influence the service quality is that tangible dimension which is 

focuses on cleanliness/comfortable of physical facilities.  

 

Kamaruddin, Osman, Pei (2012) A modeling study on public 

transport services in Klang Valley, Malaysia indicated that the 

customers’ expectations on public transport service were based 

generally on the account of safety. Findings also indicate that 

positive significant relationships between customer satisfactions, 

environment and loyalty, as well as positive significant relation-

ship between environmental concern and loyalty. 

 

A pioneering study on electrical rail transportation (Haron, Nasir 

Mohamed, 2016) revealed that the service quality indicators for 

KTM had been classified into five factors such a environment, 

physical facilities, accessibility, reliability, safety and security, 

reliability, responsiveness and physical facilities. While, for LRT 

few other factors such as environment, physical facilities, accessi-

bility, reliability, safety and security are the highlights. 

 

Liu Yao, Sail, Darun, Ismail (2014) Further, public transportation 

study on 150passengers in the east Malaysia verify that the five 

services quality dimensions positively contribute to customer sat-

isfaction reliability, assurance, tangibles assurance and empathy 

are the key factors influence the tourist perception of service 

quality. 

 

That the majority of the respondents performance perceived KTM 

service to be below the levels that the users had expected, espe-

cially the non-adherence to published schedule and travel times, 

frequency or headways, capacity, the physical conditions of the 

rail coaches and the information on delays. Bachok, Osman, Kha-

lid, and Ibrahim (2013) in contrast, results of commuters’ percep-

tion on rail based public transport services have shown.   

 

 

 

3. Research Framework 

 
A theoretical framework has been developed to explain the inter-

relationship among the variables that contribute to the problem 

stated. This framework is formulated based on the customer’s 

satisfaction on public transportation services to define relationship 

among variables. Three (4) independent variable (IV) and one (1) 

dependent variable (DV) have been chosen in this study. Depend-

ent variable is a customer’s satisfaction; meanwhile independent 

variables are exception, perceived service quality and disconfirma-

tion. The theoretical framework can be projected in figure 1. 

 

 
Figure1: Conceptual Framework Customer Satisfaction 

 

In view of the above research context, we strongly believe that the 

proposed hypothesized model is novel as it attempts to explain the 

effect of customer expectations and in turn, its subsequent effect 

on satisfaction, loyalty and environment. The hypothesized model 

is depicted in figure 1. 

 

The hypotheses model is as follows: 

 

H1: Satisfaction mediates the relationship between comfort and 

likelihood of future visits. 

 

H2: Satisfaction mediates the relationship between accessibility 

and likelihood of future visits. 

 

H3: Satisfaction mediates the relationship between safety and 

likelihood of future visits. 

 

H4: Satisfaction mediates the relationship between responsiveness 

and likelihood of future visits. 

 

H5: There is a relationship between satisfaction and word-of-

mouth. 

       

H6: There is a relationship between word-of-mouth and likelihood 

of future visits. 

 

H7: Word-of-mouth mediates the relationship between satisfaction 

and likelihood of future visits. 

4. Research methodology 

4.1. Overview  
 

The data was collected using online survey, the questionnaire was 

distributed online, 150 peoples responded to the survey. Data was 

also collected manually from survey Monkey. An instrument was 

developed, for each of variable in conceptual framework. The 

construct comfort, accessibility have 4 indicators, safety, respon-
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siveness have 3 indictors. These construct were adopted from 

Nasarudin et al., (2014). The construct satisfaction has 4 indicators 

while construct word of mouth and likelihood of future visits have 

3 indicators. These construct were adopted from Trocchia et al., 

(2002). All the items they measure 5 points Likert scale – from 

strongly agree to strong disagree. The data will be analyzed via 

Structural equation modelling using PLS software.  

 

4.2. Data Collection Process 
 

In the initial phase of this research, semi-structured interviews 

were used to collect data (Thompson et al., 1989). Three primary 

investigators and 5 postgraduates’ students trained in phenomeno-

logical interviewing techniques (Patton, 1990). Study 1 partici-

pants comprised 2 women and 3 men, ranging in age from 24 to 

26. Educational levels ranged from undergraduate to postgraduate. 

Interviews ranged from one half-hour to two hours in duration, 

with most lasting approximately one hour. The focus of the inter-

views was to tap consumers’ feelings and perceptions regarding 

public rail transportation. This was accomplished by asking in-

formants to describe their experiences with public rail transporta-

tion that allowed them to make their importance –performance 

rating. Interview guides were used to ensure that pertinent issues 

were covered (McCracken, 1988). All interviews were tape-

recorded and transcribed. 

Three primary investigators independently coded data from each 

interview, and analyzed the interview transcripts using hermeneu-

tic logic. Such logic involves an iterative process of reading, syn-

thesizing, and categorizing the transcript data (Thompson et al., 

1989). Such a process, and subsequent discussions between the 

three investigators, resulted in five themes pertaining to Malaysia 

public transportation service quality. These five themes were la-

beled convenience, safety, accessibility and information. 

 

4.3. Analysis and results  

The summary of demographic characteristics of the respondents 

indicates equal contribution among male and female with more 

than half from age category of 20 – 29. More than half of the re-

spondents have a minimum qualification of degree. Most of them 

are single from China.  

The hypotheses were tested using SmartPLS.  

 
Figure 2: Research framework 

 

In Table 1, satisfaction acts as a mediating variable and mediates 

the relationship between comfort, accessibilities, safety and re-

sponsiveness and future visit and word of mouth.  

 

4.4. Assessment of Measurement Model  

 
For the items, convergent validity was accessed through the load-

ings, composite reliability and average variance extracted (Hair et 

al., 2010). All the item above 0.6 which is the recommendation 

value (Chin et al, 1997). From Table 1 it is observed that the indi-

cator reliability exceeded the minimum acceptable level of 0.4 

(Hulland, 1999). The composite reliability exceeded the recom-

mended value of 0.7 (Hair et al., 2010) and the average variance 

extracted exceeded 0.5 (Hair et al., 2010). Hence, the convergent 

validity was achieved as shown in Table2 determine the discrimi-

nant validity, the Fronell-Larcker criterion was used. It can be 

observed from Table 2 that the square root of the average variance 

extracted is largest than off-diagonal values, indicating discrimi-

nant validity is achieved (Fornell and Larcker, 1981)  

The bootstrapping analysis showed that all indirect effects are 

significant for safety.  Also as indicated by Preacher and Hayes 

(2008), the indirect effects 95% Boot CI did not straddle a zero in 

between indicating there is mediation, thus, we can conclude that 

satisfaction mediated the relationship between safety and likeli-

hood of future visit. Similarly word of mouth mediated the rela-

tionship between satisfaction and likelihood of future visit. (Table 

3). However, the indirect effects were not effective for comfort, 

accessibility, responsiveness. Since the indirect effects 95% Boot 

CI straddled a zero, it can be concluded that satisfaction did not 

mediate the relationship comfort, accessibility, responsiveness and 

likelihood of future visit.  

4. Discussion 

4.1 Theoretical Implications  
 

From a theoretical point of view, the study offers and tests a con-

ceptual model of Rail services. The study reveals the determinants 

of Rail service quality and links them with customer satisfaction. 

The findings of the study are expected to provide an insight to 

regulatory bides, practitioners and academicians in understanding 

the theoretical framework. 

 

The study intends to build on recent theoretical work aimed at 

extending the boundaries of how rail services is defined and re-

searched. The research contributes to rail services literature by 

empirically testing several hypotheses and by suggesting possibili-

ties for future research. 

 

Previous studies on international tourist perception of rail service 

quality have been rather limited. This study has identified key 

dimensions which influence international tourist perception of 

Malaysian rail services. Some key dimensions are unique to the 

Malaysian public transportation environment and mark a departure 

from the traditional rail service quality models which has domi-

nated the literature for years.  

 

4.2. Managerial Implications 

 
The main objective of this study is to examine how the modified 

SERVQUAL model is going to affect the public land transporta-

tion users‟ behavioral purchase intentions. The modified SERV-

QUAL model can be used by the government agencies and public 

land transport operators as an indicator in maintaining and im-

proving the service quality of public land transportation to encour-

age the public to use them. Among the four independent variables, 

safety has the most significant effect on behavioral purchase inten-

tions in the public land transportations service and thus govern-

ment agencies and public land transport operators should pay 

greatest attention in providing a safer public land transportation 

service. Lady Coach is a typical good approach by the service 

operator to take care of the commuter safety. Further safety meas-

ure could further enhance this dimension such as installation of 

CCTV or any other preventive measure, this is further enhance the 

confident to the commuter.  The public land transport operators 

and the Land Public Transport Commission (SPAD) should con-

duct periodic inspection of the condition of public land transport 

vehicles in order to ensure that they are roadworthy. Besides that, 

the Royal Malaysian Police should increase patrols at the station 
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to reduce the unlawful acts (i.e. vandalism on public transport and 

snatch thefts at the station)  

 

The second most significant independent variable that influences 

the customer satisfaction the public land transportations service is 

responsiveness. The public land transport companies should pro-

vide training regularly to ensure their operating staffs are equipped 

with the relevant communication skills, knowledge and infor-

mation in handling requests of the users and providing service 

efficiently which will lead to a better performance. As the terminal 

are moving towards automation, clear information shall provide to 

the commuter for easy reference such as clear signage with multi 

lingual to cater for the needs of foreign tourist main Chinese for 

China tourist which are the majority tourist in Malaysia. The oper-

ator shall ensure the ticketing machines are functioning effectively 

to avoid congestion and smooth operation flow in the terminal.  

 

According to the result of this study, comfort is the last independ-

ent variable that has significant impacts on the behavioral pur-

chase intentions in the public land transportations service. Public 

land transport operators should increase the numbers of handholds 

to avoid standing passengers from falling down during their ride. 

Besides that, SPAD should ensure that the public land transport 

operators have reserved seats near to the entrance and exit doors 

for elderly, disabled people and pregnant women by providing 

them a more accessible, safer and comfortable ride. One of the 

feedback receive from the study stated that some coach are crowd-

ed in the train, to overcome this, the operator may consider to 

increase the route to ease the crowd or the operator can consider to 

increase the number of coach during peak hour to ease the crowd. 

Commuter feedback that the train is shaking during the traveling, 

the commuter raise their most concern of in-comfort while travel-

ing with the shaking coach.  

 

Accessibility is one of the vital roles in commuter preference, the 

operator shall increase the connecting routes for a wider access to 

various locations in the city. With this, the commuter may have 

more choice in reaching their destination, the commuter will opt to 

travel with the rail transport at all time. The current situation is 

whereby the commuter need to check the access route prior to 

travel to reach their expected destination as some part of the city 

are not reachable by the rail transport. On top of that, the accessi-

bility to the terminal shall be improved to attract the number of 

commuter in the train by increasing the bus transport connecting 

the terminal with the nearby residential housing estate. Malaysia 

rail transport are operated by different operator, the central plan-

ning shall ensure the convenient access among the interchange for 

the convenient of the commuter.  

 

4.3. Limitations and Future Research Directions 

 
This research is limited its sampling to Chinese tourists only.  

Besides China, other countries in Middle East and Europe, have a 

large number of public transport. By conducting research from 

different nations, some other nationalities opinions, insights and 

perspectives can be obtained and contribute to a more in-depth 

literature on the rail services.  

An evident limitation of this study is the use of a convenience 

sampling. Although there are indeed numerous advantages of 

using this technique; namely the ease of finding respondents; there 

are also certain drawbacks. Due to the convenience sampling, the 

results of this study cannot be generalized. Boundaries are also 

one of the limitations.   

As the research is mainly focused on Chinese, the results might 

not be accurate as the results of the research are based on the taste 

and preference of the tourists from China. For the purpose of fu-

ture studies, the researchers can study more dimensions which are 

related to the rail service quality. In this research, there were only 

four dimensions, which are comfort, safety, accessibility, respon-

siveness. Other key service dimensions such as price, information 

etc. should be explored further. 
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