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Education and transport scorecard

74.1 Public education

75.6 Universities*
79.1 SMU*

76.5 NUS

73.3 NTU

74.0 ITE

69.8 Polytechnics
74.8 Singapore*
73.4 Temasek*
70.5 Ngee Ann
67.1 Republic

63.6 Nanyang

72.8 Air transport

75.1 Airport*
75.1 Changi Airport

73.2 Airlines

76.1 Singapore Airlines*
73.3 Emirates

73.0 Cathay Pacific

70.5 SilkAir

69.4 Qantas

o e
W"
AN
ot S’
i aas San ad
Ve
o000
e e
o 0-o %0 0®
aa Shaal
w
e W
e
e
eooe 00
P
[0 g 2
._..0-0-0-0‘.’0'0
e
00020,
cosereree  69.3 Other airlines

68.3 Budget airlines
68.0 AirAsia

67.5 Jetstar Asia

65.8 Tigerair

70.3 Other budget airlines

70.5 Logistics

71.5 Postal services
71.5 Singapore Post

70.2 Courier services
73.2 FedEx*

72.2 Speedpost

71.2 DHL

69.9 UPS

64.1 Private education
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64.1 Private education
institutions

67.0 Other courier services =% e

63.3 Land transport

65.9 Taxi services*
67.4 Transcab

66.9 Premier

66.2 SMRT

65.6 ComfortDelGro
62.3 Prime

62.0 Mass Rapid Transit
system

63.9 SBS Transit

61.5 SMRT

60.9 Public buses
62.2 SMRT
60.4 SBS Transit
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Customer Satisfaction Index of Singapore
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green line - statistically significant improvement between 2014 and 2015

red line - statistically significant decline between 2014 and 2015

blue line - no significant change between 2014 and 2015

* - gcore is significantly higher than its sub-sector’s score or the national score

Source: Institute of Service Excellence

Customer Satistaction Index of Singapore

THE Customer Satisfaction Index of
Singapore (CSISG) is an annual bench-
mark of customer satisfaction, cover-
ing nine key economic sectors in Sin-
gapore. Produced by the Institute of
Service Excellence at the Singapore
Management University (ISES), CSISG
measures customers’ cumulative sat-
isfaction with companies.

The index is released every quar-

ter, covering up to three industry sec-
tors each time. The latest Q2, 2015 in-
dex that was unveiled last month cov-
ered the results for air transport, land
transport, logistics, public education,
and private education sectors.

The scores are generated based on
survey data collected from end-users
after consumption of products and
services. According to ISES, the index

complements production-based eco-
nomic measures such as GDP by pro-
viding an assessment from the
buyers’ point of view.

In total, there were 13,292 unique
responses covering 314 companies
and entities in the air transport, land
transport, logistics, private educa-
tion, and public education sectors.
Some 32 entities have published
scores.
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