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Buses outshine MRT for first time in over 10
years as govt investments in bus system pay off

Zhaki Abdullah

For the first time in over a decade,
commuters here are more satisfied
with buses than trains, according to
a recent survey on customer satis-
faction with modes of transport.

The response suggests that the
“significant investments” made by
the authorities in the bus system in
recent years have paid off, said the
Singapore Management Univer-
sity’s Institute of Service Excellence
(ISE), which conducted the survey.

Public buses scored 65.6 points,
on a scale of zero to 100, in the land
and air transport Customer Satisfac-
tion Index of Singapore, released
yesterday.

In comparison, the MRT scored
63.6 pointsin the index.

Between April and July, more than
6,200 people were surveyed for the

quarterly index on issues such as
comfort and safety of various trans-
portmodes and companies.

This is the first time buses have
outperformed the MRT since the in-
dexbeganin 2007.

ISE executive director Neeta
Lachmandas pointed to measures
such as the Bus Service Enhance-
ment Programme as the reason
commuters have become happier
withbuses.

The $1.1 billion programme -
which introduced 1,000 new buses
and 80 new bus services between
2012 and last year - helped cut wait-
ing time and reduced crowds on
buses during peak periods.

Such investments have gained
the bus sector more satisfaction
points for four consecutive years,
noted Ms Lachmandas.
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Commuters less happy with ride promotions
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For public buses, SMRT Buses
scored the highest, with 67.3
points, followed by SBS Transit
with 65.2 points. The other opera-
tors were ranked together, with a
score of 63.4 points.

A Public Transport Council sur-
vey of more than 5,000 commuters
last year also noted greater satisfac-
tion with buses than trains.

Meanwhile, satisfaction with
transport booking apps — which in-
clude mobile apps for ride-hailing
operator Grab as well as taxi giant
ComfortDelGro - dipped from 69.3
points to 68 points.

The ComfortDelGro app scored
higher at 68.8 points, compared
with 67.5 points for Grab.

The most significant decreases
came in satisfaction with promo-
tions and discounts, which dropped
17.1 per cent, and satisfaction with
fares, which fellby 7.7 per cent.

In May, Singapore-based Grab
confirmed it was rolling back incen-
tives for both riders and drivers, af-
ter users began reporting fewer pro-
motional discounts.

However, satisfaction with taxis
has increased, from 71.8 points last
year to 72.5 points this year.

In air transport, full-service air-
lines scored 74.5 points, while bud-
getairlines scored 73.1points.

ISE noted this was the third con-
secutive annual increase in cus-
tomer satisfaction for budget air-
lines, and that the difference in cus-
tomer satisfaction between the two
continues to narrow.

Satisfaction up for budget airlines, buses

The latest quarterly Customer Satisfaction Index of
Singapore for the land and air transport sectors
surveyed 6,249 people between April and July this year.

m2018 2017
Bucdget. PEEHERAE SN ORI 731
airlines fsmssmssss % e 712
Full-service — 74.5
airlines v s % 74.2
R R AR 65,
Buses ehb
: 649
SRR A SR 63
Trains s
e 64.8
Booking apps 68
(Grab, ComfortDelGro) 69.3
72.
Taxis |, .
71.8

Source: INSTITUTE OF SERVICE EXCELLENCE AT SINGAPORE MANAGEMENT UNIVERSITY

This could mean more travellers
see budget airlines as a “high-qual-
ity mode of air travel”, rather than
as a cheaper alternative, said Ms
Lachmandas.

Singapore Polytechnic’s School
of Business lecturer Lucas Tok said
that while prices for full-service air-
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lines have gone down as they at-
tempt to compete with budget ser-
vices, budget airlines have stepped
up their customer service.

“The standards are really shift-
ing,” he said.

azhaki@sph.com.sg

Source: The Straits Times @ Singapore Press Holdings Limited. Permission required for reproduction



