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Commuters
more satisfied
with buses: Poll

This is afirst in over 10 years, suggesting efforts by

the authorities to boost bus system have paid off -
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For the first time in over a |.

decade, commuters here are
more satisfied with buses than
trains,accordingtoarecent sur-
vey on customer satisfaction
withmodes of transport.

The response suggests the
“significant investments” made
by the authorities into the bus
systeminrecent years have paid
off, said the Singapore Manage-
ment University’s Institute of
Service Excellence (ISE), which
conductedthe survey.

Public buses scored 65.6
points, on a scale of zero to 100,
inthelandandairtransport Cus-
tomer Satisfaction Index of Sin-
gapore, released yesterday.

In comparison, the MRT
scored 63.6 pointsin theindex.

Between April and July, more
than 6,200 people were sur-
veyed for the quarterly index on
issues such as comfort and
safety of various transport
modes and companies.

This is the first time buses
have outperformed the MRT
sincetheindexbeganin2007.

ISE executive director Neeta
Lachmandas pointed to mea-
sures such as the Bus Service
Enhancement Programme as
the reason commuters have
become happier with buses.

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

For public buses, SMRT
Buses scored the highest, with

67.3 points, followed by SBS
Transit with 65.2 points.

The other operators were
ranked together, with a score of
63.4points.

Meanwhile satisfaction with
transport booking apps — which
include themobileappsforride-
hailing operator Grab as well as
taxi giant ComfortDelGro -
showed a1.35 per cent year-on-
year drop, dipping from 69.3
pointsto 68 points.

Themostsignificantdecreas-
escameinsatisfactionwithpro-
motions and discounts, which
dropped17.1per cent, and satis-
faction with fares, which fell by
7.7 percent.

Satisfaction with taxis,
though, rose from 71.8 points
lastyearto72.5pointsthisyear.

AIRTRAVEL .
Inairtransport, full-service air-
lines scored 78 points. Budget
airlinesscored 73.1 points.

ISE noted this was the third
consecutive annual increase in
customer satisfaction for bud-
get airlines and that the differ-
ence in customer satisfaction
between the two continues to
narrow.

Singapore Polytechnic’s
School of Business lecturer
Lucas Tok said that while prices
for full-service airlines have
gone down as they attempt to
compete with budget services,
budget airlines have stepped up
their customer service -in
response.

“The standards are really
shifting,” he said.
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