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commuters more 
intolerant of SMRT, 
SBS services: poll 
By TEH SHl NlNG 
COMMUTERS made their 
unhappiness with Singa- 
pore's public transport op- 
erators clear in the latest 
round of surveys conducted 
by the Institute of Service 
Excellence at SMU (ISESI. 

Train and bus operators 
SMRT and SBS Transit saw 
their scores on the Custom- 
er Satisfaction Index of Sin- 
gapore (CSISG) plunge &om 
a year ago, as commuters 
surveyed *om April to June 
this year reported a drop in 
the quality of their public 
transport experience. 

The MRT sub-seetor's in- 
dex fell 8.7 per cent to 
score 61.9 out of a maxi- 
mum of 100 points, while 
the public buses sub-index 
fell 7.2 per cent to 61.6 
points. These scores were 
the lowest the MRT and 
public buses sectors have 
seen since the start of the 
CSISG in 2007. 

ISES academic director 
Marcus Lee said that in 
parsing the survey results, 
the institute found that com- 
muter expectations did not 
fall "despite the series of 
MRT breakdowns in the 
past year, the gripes relat- 
ing to overcrowded buses, 
and the large public mind- 
share that these issues 
have had in 2012". 

'Rather. in our opinion, 
these developments have 
primed the weary commut- 
ers to be more intolerant of 
service lapses, negatively af- 
fecting how the customer 
perceives the service experi- 
ence." he said. 

To remedy this fall in 
customer satisfaction, the 
two transport companies 
could take the opportunity 
afforded by the govern- 
ment's upcoming plans to 
improve public Wansport in- 
frastructure, to communi- 
cate better with customers, 
ISES suggests. 

For instance, they could 
*keep their customers ap- 
prised of developments, 
consolidate their feedback 
from time to time as the 
projects are being rolled 
out. and demonstrate that 
they are offering a participa- 
tory role to the commuters 
in such upgrading efforts," 
said Dr Lee. 

ISES produces customer 
satisfaction scores for differ- 
ent sectors each quarter, 
which are compiled into a 
national score for the year. 
In focus in Q2 were the 
Transport & Logistics, F9-i- 
vate Education and Public 
Education sectors. 

The score for Transport 
& Logistics, which also in- 
cludes taxis, airlines, budg- 
et airlines, Changi Amport. 
postal and courier services, 
slipped 1.8 points to 68.3. 

The private education 
sector lost some of last 
year's gains in satisfaction, 
shedding 5.4 points to 
score 69, while university 
students pulled down the 
public education sector's 
score by 5.4 points to 69. 

In total, more than 
11.800 responses were col- 
lected via face-to-face inter- 
views on 273 companies in 
the three broad sectors. 
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