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Exploring the Gap: operator provided quality of service compared to that 
which is desired by the passenger in a contract tendering regime 

 
Passenger Demand Summary: results of Transportation Today and Tomorrow’s full survey. 

 

Analysis objective: ascertain through a battery of statistical and analytical quantitative methods 

which quality of service (QOS) parameters are most important for public transportation (PT) 

users.  This knowledge is important for two reasons, first in its ability to help policy best serve 

the PT using public and second, by providing a body of knowledge with which to compare to the 

current and future QOS supply as defined by the current contract tendering regime in Israel. 

 The following table lists the following subjects of analysis, page numbers and what 

parameters where most important for the subject.   

 

 

Subject Page Important Parameters Notes 

I.  Socio Demographic 

Summary 

 

1 -  The survey appears to have reached a 

normally distributed example of PT 

user’s. 

    

II. Ride 

Characteristics 

Summary 

2 -  Rider characteristics are as expected.  

There is growth well above natural 

growth in bus use and people believe 

that without PT they cannot complete 

their journey. 

    

III.  Complaint 

Handling 

3 -  Very few PT users participated such 

that the impact of complaint analysis is 

limited. 

    

IV. Data Validation 3 -  The 14 quality parameters are 

presumed to express different 

characteristics of overall satisfaction 

according to statistical tests. 

    

V. Data 

Transformation 

4 -  Data transformation unfortunately 

does not improve the distribution of 

the 14 quality parameters; the non-

transformed data will be used. 



 

 

Subject Page Important Parameters Notes 

VI. Central Station 

Data 

5 -  Central region accounts for 48% of 

data offering different options for 

mapping and interpolation of QOS. 

    

VII. Compare Means 6 Frequency, Comfort, 

Fare, DirectRte 

Lack of variance in overall satisfaction 

shows that the survey population’s 

responses are congruent. 

    

VIII. Importance and 

Satisfaction 

7 RideTime, Fare, 

OnTime, Crowded, 

Frequency 

When graphed, objective parameters 

are more important with lower than 

average satisfaction scores. 

    

IX. Improvement and 

Satisfaction 

8 RideTime, Fare, 

OnTime, Frequency, 

Crowded 

The impact of improvements of 

quality parameters are perceived as 

higher for parameters with lower 

average satisfaction.   

    

X. Importance, 

Improvement and 

Satisfaction 

9 Frequency, OnTime, 

RideTime, Fare, 

DirectRte, Crowded 

It appears that as overall satisfaction 

for a parameter improves, its perceived 

importance and improvement ability 

decreases.   

    

XI. Linear Regression 

Models for Predicting 

Overall Satisfaction 

10 Frequency, OnTime, 

Transfer, Driving, 

RideTime 

Objective factors have the strongest 

ability to predict overall satisfaction in 

a single variable regression model.   

    

XII. Multi Variable 

Regression 

11 Frequency, RideTime, 

Comfort, Driving, 

OnTime, Distance 

Six parameters were entered achieving 

an Rsquare value of .516 which is 

moderately strong.   

    

XIII. Principle 

Component Analysis 

12 -  Two components explain 

approximately 48% of the data, 

additional components have little 

effect on variance explained. 

 

    

XIV. Principle 

Component Analysis 

Continued 

13 Frequency, Transfer, 

Comfort, RideTime, 

Driving, DirectRte, 

OnTime 

As PCA1 values increase, overall 

satisfaction grows, this shows that the 

variables included in this component 

have the ability to group respondents 

by their level of overall satisfaction. 

    

XV. Multi Variable 

Regression based on 

PCA1/2 

14 Frequency, Transfer, 

Comfort, RideTime, 

Driving, DirectRte, 

OnTime 

-  



 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

- Frequency, ride time and reliability (OnTime) are by far the parameters which were shown 

by the different tests to be the most important. 

- There appear to be two groups of parameters, they can be labeled objective and subjective 

for these purposes.  The objective parameters are quantitatively measurable and appear to be 

more important, have the ability to improve most and are regularly rated as the least 

satisfying aspects of PT user’s journey.   

- Based on this survey of a test population, objective parameters should be the focus of supply 

rationing and improvements. 

Subject Page Important Parameters Notes 

XVI. Multi Variable 

Regression based on 

PCA1/2 Continued 

15 -  This model shows how the PCA 

selected parameters in groups, one 

more objective and the other 

subjective.   



I. Socio Demographic Summary

IV. Data Validation

-Gender – it is accepted that more women ride publictransportation than men, this is certainly the case forthis survey.-Age Group – normal distribution-Education – normal distribution-Driver License – half of the surveyed population has adrivers license.-Cars Owned – around 27% of respondents do notown a car while more than half own one car.-Car Available – 61% of respondents do not have anavailable vehicle.-House Population – surprisingly high frequency ofrespondents at the highest values of the survey (5-7+).Most respondents are living with one other person.-Religion – the survey did not reach a significant Arabpopulation.-Religious Status – most respondents are secular, thismay be explained by the survey being distributed incertain locations which are more ‘secular’.-Employment Status – most respondents areemployees or students.-Average income is mainly below average or average,above average bus riders are rare.Sub Conclusion:
The socio demographic data shows that

the survey managed to reach a normal distribution of

respondents or at least percentages which are expected

when surveying PT users.  Most respondents are women,

own at least one car, are using PT to get to work or study

are Jewish, secular and have an average or below average

income.

Socio Demographic Summary
N Percent

Gender Male 212 36.4
Female 370 63.6
Total 582

Age_Grp 15-18 56 9.4
24-19 174 29.1
44-25 192 32.2
64-45 104 17.4
65+ 71 11.9
Total 597

Education Partial 61 11.2
High School 220 40.3
Post High School 103 18.9
Academic 162 29.7
Total 546

Drv_License Yes 307 51.4
No 290 48.6
Total 597

Cars_Owned 0 138 26.5
1 292 56
2 60 11.5
3 19 3.6
4 7 1.3
6 5 1
Total 521

Car_Available Yes 196 31.9
No 375 61
Total 571

House_Pop 1 43 7.8
2 122 22
3 87 15.7
4 106 19.1
5 103 18.6
6 44 7.9
7-12 49 8.800
Total 554

Religion Jewish 497 88.6
Arab 64 11.4
Total 561

Relig_Status Secular 301 51.8
Traditional 130 22.4
Orthodox 103 17.7
Charedi 47 8.1
Total 581

Empl_Status Wage/Employee 271 47.1
Independent 18 3.1
Student 125 21.7
Retired 75 13
Homemaker 11 1.9
Unemployed 30 5.2
Soldier 45 7.8
Total 575

Avg_Income Below Average 222 43.4
Average 221 43.2
Above Average 69 13.5
Total 512
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