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ABSTRACT

This thesis investigates the quality and reliability of public transportation services in
Dhaka Bangladesh, focusing specifically on long-distance bus services. Two major
routes Dhaka to Rajshahi (route 1) and Dhaka to Chattogram (route 2) were selected
due to their significance in connecting key urban areas and their high passenger
volumes. A survey was conducted using a structured questionnaire distributed at the
Dhaka Gabtoli terminal, capturing passenger feedback on satisfaction, frequency of
service, affordability, comfort, safety, punctuality, availability of information and
personal courtesy. Data collection occurred during peak travel times in the afternoon
and evening, as well as on off-days, ensuring a diverse representation of passenger
experiences.

The gathered data was meticulously analyzed using Excel, allowing for both
quantitative and qualitative assessments of service quality. Findings reveal critical
insights into common challenges faced by passengers, highlighting significant
differences between the two routes. The study identifies areas for improvement and
offers actionable recommendations to enhance the reliability and standard of public
transportation in Bangladesh. By addressing these issues, this research aims to
contribute to the development of more efficient and user-friendly transportation
systems, ultimately supporting broader economic growth and mobility within the
country.

vii
©Daffodil International University



Table of Contents

CHAPTER | - INTRODUCTION

1.0 GBNETAL ... 1
1.2 SCOPE OF the STUAY ..o 1
IR T @ o] T £ OSSO 1
1.4 ThesiS OrganiZations ...........ccceruereeieesieiiesieesieeeeseesiesee e e stesseesreesseeeesreesreeneesnes 2

CHAPTER 11 - LITERATURE REVIEW

2.1 INEFOTUCTION ...ttt 3
2.2 SUTI INdicator 4: KEY ASPECES .....cceiuieieieieiie sttt 3
2.3 Defining Public Transport Quality and Reliability ...........ccccooiiiiiiiniiiieen, 4
2.4 Challenges in long Distance Bus Service in Developing Countries .................... 4
2.5 Safety Concerns in PUDIIC TranSPOrt.........cccivevieiieieeie e 4
2.6 Service Quality in the Context of Bangladesh ............cccoeieiiiiiiiiiiccee, 4
2.7 Reliability Factors in Long Distance BUS SErVICe..........ccocevveveiieieere e 5
2.8 Passenger Expectations and Satisfaction.............cccccovveviiiii e 5
2.9 Methods fOr the SUIVEY .......c..oiieie st 5
2.10 Selected Routes fOr the SUNVEY ........ccccv e 6
2.1 0 SUMIMEBIY oottt ettt et e e st e e sab e e bt e e e bt e e e bbeeebneeansneeanseaeas 7

CHAPTER 11l - METHODOLOGY AND DATA COLLECTION

B L GBNEIAL ... 8
K V1<) 1 ToTo (o] (oo VAP OP ST RUPRPPROPRS 8
3.3 Survey Period for Data ColleCtion ............ccooviiiiiiiie i 8
3.4 SUIVEY ATEa SEIECTION ...t 9
3.5 BUS COoMPANY SEIECTIONS. ........ccuiiiiiiiieieieree e 9
3.6 Methods of Data COIECLION ..........ccoviiiiiieiee e 10
3.7 SUIVEY PrOCEAUNE ....eovii ettt ettt be e ne e 10
3.8 SUIVEY QUESTIONS. .....c.viiiieiieeiesiee st eiesee et e st ste e e e e e teeeesneenreeneenneenes V1“1I

©Daffodil International University



3.9 EthiCal CONSIHRIALIONS.......eeeeee ettt e e e e e e e e e e e e e e e eeenees 13
3.10 Data ColECtion HISTOTIES ...ttt e e e e e 14
.11 SUMIMETY ettt et e bb e e bb e e e b e e anbe e e ennes 14

CHAPTER IV -DATAANALYSIS AND DISCUSSION

4.1 GENEIAL ...ttt 15
4.2 Data ANAIYSIS. .. .ccveeteeieiie ittt e e neanes 15
4.3 Data ANalysis TabIE.........c.coviiiiiieee e e 16
4.4 SUMIMIEBIY ittt ettt ettt e et e b e e bt e e e bt e e e bb e e e bt e s e nbbeeenneeeanneeeanns 24

CHAPTER YV -CONCLUSION AND RECOMMENDATION

5.1 GENEIAL ... 25
5.2 CONCIUSION. ...ttt 25
5.3 RECOMMENALIONS ......cviiiieiieiesieeei et 25
REFERENGCES ... 26
APPENDIX L. e 27
viii

©Daffodil International University



LIST OF FIGURES

Figure 2.1: National Highway N-1 (Dhaka to Chattogram)...........ccccccceeeneninininieennenn 6
Figure 2.2: National Highway N-6 (Dhaka to Rajshahi)...........ccccccoeiiiiniiiiiiicn 7
Figure 2.3: Gabtoli Bus Terminal............cooiiiiiiiieieeieeseeee e 9
Figure 2.4: All SUrVEY qQUESTIONS 1N 8 FOW......eeueiieierieiieitisieeeei e 13
Figure 4.1: Gender ratio of all reSpondents. ...........cccovvveiieeii i 17
Figure 4.2: Age groups of the reSpondents. ..........ccevveieieere s s 17
Figure 4.3: Average Monthly Income of the respondents.............ccccceveieeieiiieveecnene, 18
Figure 4.4: Satisfaction level in Frequency of service of the respondents.................... 19
Figure 4.5: Satisfaction level in Punctuality of the respondents .............ccccccoevvenenne. 19
Figure 4.6: Satisfaction level in Comfort and cleanliness of the respondents.............. 20
Figure 4.7: Satisfaction level in Safety of vehicles of the respondents........................ 21

Figure 4.8: Satisfaction level in Convenience of bus stops or stations of the respondents

...................................................................................................................................... 21
Figure 4.9: Satisfaction level in Availability of Information of the respondents.......... 22
Figure 4.10: Satisfaction level in Personal Courtesy of the respondents ..................... 23
Figure 4.11: Satisfaction level in Fare level of the respondents.............cccccoovvvviieinenn. 23

X

©Daffodil International University



LIST OF TABLES
Table 4.1: Data ANalysSis TaDIE ........cccveiiiiiiicce e

©Daffodil International University

Xi



CHAPTERII

INTRODUCTION
1.1 General

In this thesis, the quality and reliability of public transportation in Bangladesh are
assessed, with a focus on long-distance bus services. We polled people on two important
routes “Dhaka to Rajshahi” (route 1) and “Dhaka to Chattogram” (route 2) in order to
compile thorough information. These routes were selected because of the volume of
passengers they carry as well as their importance in linking the nation's main cities and

regions.

The purpose of the study was to get feedback from passengers regarding overall
satisfaction, affordability, comfort, safety, and punctuality. By choosing these routes, it
was possible to compare two different travel corridors, one serving the northwest and
the other the southeast, giving researchers a more comprehensive understanding of how

well public transportation performs across various geographic and economic zones.

We intend to uncover general problems and route-specific challenges by examining the
data gathered from these two routes, and we will then provide ideas to improve the

dependability and standard of public transportation in Bangladesh.

1.2 Scope of the Study

The scope of this study focuses on evaluating the quality and reliability of long-distance
bus services on the Dhaka-Rajshahi and Dhaka-Cox’s Bazar routes, with an emphasis
on key indicators such as service frequency, punctuality, comfort, cleanliness, safety,
convenience of boarding points, information availability, staff behavior, and fare levels.
By examining passenger experiences, operator practices, and terminal conditions, the

study aims to identify gaps and challenges in these critical transportation corridors.

1.3 Objective

These studies' primary goals are as follows:

e To assess passenger satisfaction during long-distance travel on two distinct
routes originating from Dhaka.

©Daffodil International University



1.4 Thesis Organizations

Chapter Topic Cover

Chapter 1 . Introduction

Chapter 2 . Literature review

Chapter 3 : Methodology

Chapter 4 . Data analysis and discussion.
Chapter 5 . Conclusion and recommendations.
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CHAPTER II

LITERATURE REVIEW
2.1 Introduction

Public transport quality and reliability are critical indicators in assessing the efficiency
and user satisfaction of urban transit systems. It is an indicator for analysis Sustainable
Urban Transportation Index (SUTI) for Dhaka. From SUTI indicator 4: Public
Transportation Quality and Reliability we will identify the required fields of
improvement and assist policy maker and planners to take appropriate measures. For
those who commute every day, reliability and quality are two crucial considerations. A
dependable public transportation system is one that keeps to its timetable, has buses
that arrive on time, and provides accurate information about its routes, bus fares, and
bus frequency. However, quality can also be ensured by offering cleanliness, comfort,

and safety, as well as by the conduct of service providers.

By examining eight parameters SUTI Indicator 4 focuses on reliability and quality
elements. An overview of the reliability and quality of Dhaka City's public
transportation system would be provided by the percentage of persons who are satisfied

with these factors.

2.2 SUTI Indicator 4: Key Aspects

According to the SUTI Mobility Assessment Report (2018), public transport quality

and reliability in Dhaka were evaluated based on the following eight dimensions:

Frequency of service

Punctuality

Comfort and cleanliness

Safety of vehicles

Convenience of bus stops/stations
Availability of information

Personal courtesy

© N o g B~ w NP

Fare levels
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2.3 Defining Public Transport Quality and Reliability

a) Reliability is about compliance to schedules, frequency, and minimizing
disruptions.

b) Quality includes comfort, cleanliness, safety, fare levels, and operator courtesy.

Public transportation quality and reliability include a number of factors, such as overall
service efficiency, price, comfort, safety, and timeliness. Hensher et al. (2003) state that
these elements frequently affect passenger satisfaction and that service dependability
has a big influence on travelers' experiences. According to studies like those by Eboli
and Mazzulla (2012), passenger expectations are influenced by comfort, timeliness, and
reliability, underscoring the significance of perceived service quality. In the context of
long-distance bus services in underdeveloped countries, where operational
inefficiencies and infrastructure limitations are common, these factors are especially

pertinent.

2.4 Challenges in long Distance Bus Service in Developing Countries

According to research by Gwilliam (2008), the public transportation system in
Bangladesh and many other developing nations suffers difficulties such inadequate
infrastructure, regulatory inadequacies, and a lack of investment. This is also true for
long-distance bus services, which frequently function in unsafe and subpar

circumstances.

2.5 Safety Concerns in Public Transport

When evaluating public transit systems, safety is a major consideration. According to
the World Bank (2016), low- and middle-income nations like Bangladesh have serious
road safety problems, particularly incidents involving long-distance buses. Driver
conduct, road conditions, and traffic law enforcement are important factors that
determine safety in long-distance bus operations, according to studies by Hoque et al.
(2005).

2.6 Service Quality in the Context of Bangladesh

Rahman et al. (2019) investigated the quality of intercity bus services in Bangladesh

and discovered notable discrepancies in customer satisfaction with regard to
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promptness, cleanliness, and comfort. In a similar way, Hasan and Rabbani (2018)
noted that travelers frequently encounter difficulties like overloaded buses, delayed
departures, and a lack of essential facilities. These results highlight the necessity of a

methodical strategy for raising service standards.

2.7 Reliability Factors in Long Distance Bus Service

The consistency of service delivery, including compliance to timetables and travel
durations, is referred to as reliability in public transportation. According to Cervero
(1998), BRT and MRT systems frequently perform better in this area than traditional
buses. However, operational weaknesses, road infrastructure imperfections, and traffic
congestion make long-distance bus services in Bangladesh unreliable. For instance,
when Chowdhury et al. (2021) examined how urban congestion affected intercity bus
timetables, they found that lines leaving from Dhaka experienced notable delays.

2.8 Passenger Expectations and Satisfaction

The success of public transportation networks is largely dependent on passenger
satisfaction. A framework for assessing service quality based on factors like
responsiveness, tangibles, assurance, empathy, and dependability is offered by
Parasuraman et al.'s SERVQUAL model (1988). Studies such as those by Eboli and
Mazzulla (2012) underscore the importance of perceived service quality, identifying
factors like punctuality, comfort, and safety as pivotal elements influencing passenger

satisfaction.

2.9 Methods for the Survey

To obtain thorough information, a survey on Bangladesh's public transportation
system's dependability can be conducted using a variety of techniques. Here are a few

successful strategies:

Questionnaires
Interviews
Observational Studies
Mobile Apps

Social Media Monitoring

YV V V V VYV V

Partnerships with Local Organizations
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Through the integration of these techniques, researchers can acquire a comprehensive
comprehension of Bangladesh's public transportation system's reliability, identifying

crucial concerns and opportunities for improvement.

2.10 Selected Routes for the Survey

For this survey, we selected the “Dhaka to Chattogram™ and “Dhaka to Rajshahi”

routes, two of the most important and high-traffic corridors in Bangladesh.
Reasons for Route Selection:

a) Dhaka to Chattogram: This route is one of the longest and most popular for long-
distance travelers, especially for tourism. It experiences a high volume of
passengers, particularly during holidays and vacation seasons. Surveying this route
allows us to gather insights into long-haul travel, which includes factors like

comfort, safety, and punctuality over extended journeys.
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Figure 2.1: National Highway N-1 (Dhaka to Chattogram)
b) Dhaka to Rajshahi: Serving the northwest region, this route is crucial for

connecting Dhaka to key educational, administrative, and commercial centers. It

sees a large number of daily commuters and long-distance travelers. By surveying
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this route, we aim to assess the public transportation needs and challenges faced by

passengers in a different geographic and economic zone compared to Chattogram.
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Figure 2.2: National Highway N-6 (Dhaka to Rajshahi)
Due to their differing travel goals (tourist versus commuting), geographical locations,

and passenger profiles, these two routes offer a wide range of statistics. This would
enable us to compare the dependability, level of service, and happiness of passengers

along Bangladesh's many transport routes.

2.11 Summery

According to the literature, improving the long-distance bus services' dependability and
quality in Bangladesh necessitates a multifaceted strategy that takes passenger
happiness, operational effectiveness, and safety into account. Service standards could
be greatly raised by combining modern tools for real-time tracking and strengthening
regulatory frameworks. By thoroughly examining the condition of long-distance bus
services in Dhaka, Bangladesh, and making suggestions for long-term enhancements,

this study seeks to further this expanding field of study.
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CHAPTER I1I

METHODOLOGY AND DATA COLLECTION
3.1 General

This study's methodology focuses on assessing the reliability and quality of long-
distance bus services on the routes between Dhaka and Cox's Bazar and Dhaka and
Rajshahi. A combination of field observations and passenger surveys will be used to
gather data. Surveys will be used to learn how passengers feel about important factors.
The state of the buses and terminals will be recorded by field observations. Both
qualitative and quantitative methods will be used to examine the gathered data in order

to find any gaps and provide useful suggestions.

3.2 Methodology

| looked over previous studies on my thesis topic to build a solid basis before starting
this thesis. | chose the survey area and created the survey process based on these
realizations. After that, information was gathered directly from travelers, thoroughly
examined, and utilized to provide significant results that influenced the study's findings

and conclusions.

3.3 Survey Period for Data Collection

We have selected two distinct times during the day the afternoon and the evening to
gather data at bus terminals for this survey. In order to gather a more varied and

representative sample of passengers, these hours were carefully chosen.

a) Afternoon Period: During this period, we can get input from passengers who
might be going somewhere for business, employment, or other daytime
obligations. The experiences of travelers who use public transit during regular
business hours are reflected in it.

b) Evening Period: We can better record the experiences of travelers coming
home from long-distance or work journeys by conducting the survey in the
evening. This period of time is frequently linked to increased traffic and
passenger volumes, offering important insights into peak travel times and the

difficulties that travelers encounter.
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We aim to provide a greater understanding of the reliability and passenger satisfaction
of public transportation at various times of the day by gathering data in the afternoon

and evening. This method will assist in locating any problems that are time-specific,
such as traffic jams, delays, or variations in service quality.

3.4 Survey Area Selection

For this survey, we have selected the Dhaka Gabtoli area as the primary location for
data collection. This choice is strategic due to the significance of Gabtoli as one of the

largest and busiest bus terminals in Dhaka, serving both short- and long-distance
travelers.
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Figure 2.3: Gabtoli‘\Bus Terminal
3.5 Bus Company Selections

A6 ADABAR

We selected two long-distance bus companies for our survey. To ensure confidentiality
and maintain their safety, | am referring to them as Company A and Company B. These
companies were chosen based on their significant presence in the selected routes and

their operational differences, which provide valuable insights into service quality,
safety measures, and reliability.

9
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3.6 Methods of Data Collection

We have chosen to use the questionnaire approach for this study on Bangladesh's public
transportation quality and reliability because it works well for compiling
comprehensive, organized data from a large number of respondents. We can gather
quantifiable data using this method on important topics like pricing, safety, comfort,
and punctuality in addition to passenger happiness.

We can guarantee uniformity in the questions posed to various responders by employing
a well-designed questionnaire, making it simple to compare the outcomes. It also makes
it possible for participants to give candid feedback whether given online or in person at
bus terminals in a timely manner. This approach can also reach a big sample size at a
reasonable cost, guaranteeing the representation of a variety of viewpoints from various

pathways and socioeconomic classes.

3.7 Survey Procedure

In order to make data collection in the field more efficient, we have developed a Google
Form specifically for this survey on passenger satisfaction and public transit reliability.
Utilizing a digital form has several benefits in terms of effectiveness, accessibility, and

simplicity of analysis.

a) Questionnaire Design: The Google Form is composed of well-organized,
understandable questions covering important topics including overall service
quality, price, comfort, safety, and punctuality satisfaction. There are open-
ended and multiple-choice questions to collect both qualitative and quantitative
information.

b) Convenience and accessibility: Using a Google Form makes the process easier
for participants as well as survey creators. The poll is easy for respondents to
complete, and its digital format makes it available to a larger group of travelers.
Additionally, it uses less paper and improves the sustainability of data
collection.

c) Instant Data Collection: The information is automatically entered into a
central database as soon as a participant submits their answers. This guarantees

a quick turnaround for results by enabling instantaneous review and analysis.

10
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d) Data security and privacy: All responders' privacy and anonymity are
protected by the way the Google Form is configured. No personally identifiable

information is gathered, and the answers are kept safe.

3.8 Survey Questions

W RN TS
| NN

Public transport quality and reliability
Public transport quazlity and relizbility zre essential pillars of any thriving urban
transportation system. They encompass various factors that directly impact the

experience of commuters, the efficiency of 2 city’s mebility network, and the overall
sustzinability of urban environments.
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Figure 2.4: All survey questions in a row.
We improve survey process efficiency by utilizing a Google Form, which makes field
data gathering easy, precise, and fast. This approach will assist us in compiling thorough

data on Bangladesh's public transportation system's dependability and level of service.

3.9 Ethical Considerations

Every participant is informed of the purpose of the study as well as their rights to

anonymity and confidentiality. Before conducting surveys and interviews, informed

13
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permission is requested. The study responds to ethical guidelines to protect each
participant's rights and dignity.

3.10 Data Collection Histories

Conducting surveys during afternoons and evenings after university allowed us to
gather insights during peak travel hours, capturing commuter experiences with traffic
and service reliability. Surveys on off-days provided perspectives from passengers
traveling for leisure or family visits, offering a balanced view of public transportation
performance across both weekday and weekend travel patterns.

The combination of weekday and off-day data collection ensures that the survey results
are comprehensive and reflect a wide range of passenger experiences under varying

traffic conditions and service demands.

3.11 Summery

For our survey on public transportation reliability in Bangladesh, we utilized a
questionnaire method administered through a Google Form to ensure efficient and
consistent data collection. The form was designed to gather quantitative data on
passenger satisfaction, safety, comfort, affordability, and punctuality, as well as
qualitative insights through open-ended questions. To capture a diverse range of
passenger experiences, we conducted the survey in the Dhaka Gabtoli terminal, a major

transportation hub serving both short- and long-distance travelers.

14
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CHAPTER IV

DATA ANALYSIS AND DISCUSSION
4.1 General

In this thesis, the survey findings were carefully arranged and interpreted using
Microsoft Excel for data analysis. This stage is essential for deriving relevant
conclusions and spotting variations in the reliability, quality, and satisfaction of the
services provided to passengers on the chosen routes. The use of Excel enabled efficient
organization of the data, allowing for clear visualization of trends and patterns.
Additionally, statistical tools within the software facilitated a deeper analysis,
enhancing the credibility of the results. Ultimately, this thorough examination of the
data provides a solid foundation for making informed recommendations for improving

public transportation services.

4.2 Data Analysis

This indicator's data was gathered via a field survey. Both on board and at bus stops,
the survey was carried out. Individuals who frequently utilize public transportation
were asked to respond to questions about the contributing variables. During the process
of interviewing 64 passengers regarding the eight aspects of this indicator, 22 of them

were female.

After the data collection, all the data were being statistically analyzed. The total number
of responses in each individual factor was calculated. Then weighted average of all the

aspects along with the percentage of satisfaction was calculated.

15
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4.3 Data Analysis Table

Table 4.1: Data Analysis Table

Data Table
Dissatisfied Satisfied Percent
Aver age
Dimensi | Ve | Neut | Part Neut Part | Neut | Ve Respo age of
ral nses .
ons ry | ral ly ly ral ry Score | satisfac
tion
1 2 3 4 5 6 7
Frequen
cy of 2 3 4 5 26 5 19 64 5.2 7‘;30
Service 0
Punctual 75.70
ity 1 1 5 4 32 5 16 64 53 %
Comfort
and 67.10
Cleanlin 5 1 8 7 28 5 10 64 47 %
ess
Safety
of 4 1 10 5 22 8 14 64 49 70%
Vehicles
Conveni
ence of
Bus | 4| 0 | 4| 3 |24| 5 |24| 64 | 54| /710
%
Stops or
Stations
Availabi
lityof \ 5| 5 | 9| 6 | 2| 8 | 17| 64 | 52 | 430
Informat %
ion
Personal 71.43
courtesy 2 3 5 6 28 5 15 64 5.0 %
Fare 65.70
Level 7 1 8 4 26 10 8 64 46 %
Total 25 12 53 40 | 208 | 51 132 389 5.0 710)(?5

Source: SUTI Mobility Assessment Report (2018)

All of the data were statistically analyzed once they were collected. It was determined
how many responses there were overall for each specific aspect. Next, the percentage
of satisfaction and the weighted average of every aspect were determined. This data

collection method provided valuable insights into the passenger’s experiences and

satisfaction levels. The survey included questions focused on various factors, such as

©Daffodil International University




punctuality, comfort, cleanliness, and safety. By engaging directly with passengers, we

ensured that their voices were accurately represented in the findings.

Gender

Gender female
34%

Gender male
66%

m Gender male m Gender female

Figure 4.1: Gender ratio of all respondents.
Findings:

» From the pie chart, we can see that 34% of respondents are female.
» 66% of respondents are male.
» Out of the 64 respondents, 22 of them are female.

m0-18 = 19-40 m41-60

Figure 4.2: Age groups of the respondents.

©Daffodil International University
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Findings:

» From the above pie chart, 9% of people are aged 0 to 18.
» 69% of people are aged 19 to 40.
> 22% of people are aged 41 to 60.

Income

11%

41%

48%

mUpto 20K m20k-50k = 50k-100k

Figure 4.3: Average Monthly Income of the respondents.

Findings:

» From the above pie chart, we can see that 48% of people have an income
between 20,000 and 50,000.

» 41% of people have an income of up to 20,000.

» 11% of people have an income between 50,000 and 100,000.

18
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Frequency of Service
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Dissatisfied Neutral Satisfied

Satisfaction level
Figure 4.4: Satisfaction level in Frequency of service of the respondents
Findings:

» The highest proportion of respondents, around 40%, are somewhat satisfied
with the frequency of service.

» The second highest proportion, around 15%, are very satisfied.

Punctuality

16

=N
(62 N e ]

Responses

=
o

5

o

Very  Neutral  Partly Partly  Neutral  Very

Dissatisfied Neutral Satisfied
Satisfaction level

S 4
L L H =

o

Figure 4.5: Satisfaction level in Punctuality of the respondents
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Findings:

» Around 50% of people are somewhat satisfied with punctuality, which includes
32 respondents.

» We can see that nearly 8% of people are somewhat dissatisfied with punctuality.

Comfort and Cleanliness

28
30
25
o 20
2
;.)_15
X 10 8 7
: . :
5
[ B =
0 |
Very  Neutral Partly Partly  Neutral Very
Dissatisfied Neutral Satisfied

Satisfaction level

Figure 4.6: Satisfaction level in Comfort and cleanliness of the respondents

Findings:

» Around 7% of people are very dissatisfied with comfort and cleanliness, which
includes 5 respondents.
» More than 43% of people are somewhat satisfied, with 28 out of 64 respondents

expressing this view.

20
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Safety of Vehicles
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Satisfaction level
Figure 4.7: Satisfaction level in Safety of vehicles of the respondents
Findings:

» We find that nearly 16% of people are somewhat dissatisfied with the safety of
vehicles.

» Around 34% of people are somewhat satisfied with the safety of vehicles.

Convenience of Bus Stops or Stations

Very I, 24

o
2
% Neutral [ 5
T 3
3 Partly [ 24
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S 5=
L =F
2 g Partly s
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[72)
(%2)
B Vey w4
0 5 10 15 20 25 30

Responses

Figure 4.8: Satisfaction level in Convenience of bus stops or stations of the
respondents
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Findings:

» We can see that 37% of people are either very or somewhat satisfied with the
convenience of bus stops and stations.

» More than 6% of people are very dissatisfied with the convenience of bus stops.

Availability of Information

very [ 17
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O Very 0

0 5 10 15 20 25

Responses

Figure 4.9: Satisfaction level in Availability of Information of the respondents

Findings:

» The data shows that more than 34% of people are somewhat satisfied with the
availability of information.
> Less than 15% of people are somewhat dissatisfied with the availability of

information.
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Personal Courtesy
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Figure 4.10: Satisfaction level in Personal Courtesy of the respondents

Findings:

25

» From the data, we can see that 26% of people are very satisfied, and 34% are

somewhat satisfied with personal courtesy.

» More than 14% of people are somewhat dissatisfied with personal courtesy.

Fare Level

very [N s
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Figure 4.11: Satisfaction level in Fare level of the respondents
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Findings:

» The chart shows that more than 10% of people are very dissatisfied with the fare
level.

» ltalso indicates that no more than 11% of people are very satisfied with the fare
level.

» Additionally, we can see that nearly 41% of people are somewhat satisfied with

the fare level.

4.4 Summery

From the data analysis report we can find more than 60% peoples are satisfied about
the punctuality but they are less satisfied about the fare level. They are also less satisfied
about the transports comfort and cleanliness. They are strongly satisfied about
convenience of bus stops or stations but it occurs delay for the passengers in their travel
time.

After analyzing the data, it was found that passengers on Route 1 (Dhaka to Rajshahi)
have a higher level of dissatisfaction compared to those on Route 2 (Dhaka to
Chattogram). However, passengers on Route 2 (Dhaka to Chattogram) report lower
levels of satisfaction than those traveling on Route 1 (Dhaka to Rajshahi).
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CHAPTER YV

CONCLUSION AND RECOMMENDATION
5.1 General

This chapter consolidates the findings of the research on the quality and reliability of
long-distance bus services in Dhaka, Bangladesh. It provides a comprehensive
evaluation of the current state of public transportation, highlights critical gaps in service
quality and reliability, and proposes actionable recommendations for improvement.
Furthermore, this chapter outlines potential avenues for future research, ensuring the

continuous development of public transportation systems in Bangladesh.

5.2 Conclusion

The results of the research reveal that passenger’s satisfaction with long-distance bus
services in Dhaka, Bangladesh, is not entirely consistent. More than 60% of travelers
expressed satisfaction with service punctuality, suggesting that following timetables is
a good thing. However, issues with comfort and hygiene, as well as worries about fare
levels, draw attention to areas that require improvement. Although the bus stop’s
accessibility and convenience were warmly accepted, travel delays indicate outside
variables that may be influencing the dependability of the schedule. These results

highlight important areas for improving the reliability and quality of services.

5.3 Recommendations
Future research should focus on the following
> Include additional routes for a broader geographic study.

» Study environmental and traffic impacts on service reliability.

» Study how things like weather and traffic affect service.

Exploring these aspects can provide deeper insights into the challenges and

opportunities for improving long-distance bus services in Bangladesh.

25
©Daffodil International University



REFERENCES

1. Cervero, R. (1998). The Transit Metropolis: A Global Inquiry. Island Press.

2. Chowdhury, T., Alam, B., & Rahman, S. (2021). Impact of urban traffic
congestion on intercity bus service reliability. Bangladesh Transport Journal.

3. Eboli, L., & Mazzulla, G. (2012). Performance indicators for an objective
measure of public transport service quality. European Transport.

4. Gwilliam, K. (2008). A review of issues in developing public transport systems
in developing countries. World Bank Policy Research Working Paper

5. Hasan, M. A., & Rabbani, M. (2018). Assessment of intercity bus service
quality in Bangladesh: A passenger perspective. International Journal of
Public Transport.

6. Hensher, D. A., Stopher, P., & Bullock, P. (2003). Service quality—developing
a service quality index in the provision of commercial bus contracts.
Transportation Research Part A: Policy and Practice.

7. Hoque, M. S., Hossain, M., & Azad, A. K. (2005). Road safety management
practices in Bangladesh. World Transport Policy & Practice, 11(2), 18-25.

8. Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: A
multiple-item scale for measuring consumer perceptions of service quality.
Journal of Retailing, 64(1), 12-40.

9. Rahman, M. S., Alam, M. S., & Habib, M. (2019). Passenger satisfaction with
intercity bus services in Bangladesh: An empirical analysis. Journal of
Transportation Research.

10. SUTI Mobility Assessment Report (2018). Sustainable Urban Transport Index
for Dhaka, Bangladesh.

11. World Bank (2016). Road safety in low- and middle-income countries:

Addressing challenges and priorities. World Bank Report.

26
©Daffodil International University



APPENDIX

Gender of survey participants:

S dat Gender
Hrvey data Male Female Total
Number of respondents 42 22 64

Income of survey participants:

Income Number of respondents
Up to 20K 26
Survey data 20k-50k 31
50k-100k 7
Total 64

Age of survey participants:

Age Number of respondents
0-18 6
Survey data 19-40 44
41-60 14
Total 64

Feedback comments of survey respondents:

Feedback Comments

Need more improvement

Lack of literate supervisor

Survey data

Bus fare should be reduced

Service should be improved

Traffic jam should be reduced

©Daffodil International University
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Collected responses to compare satisfaction levels:

©Daffodil International University

Survey Frequency of service Responses | Satisfied | Dissatisfied
criteria
data-1 Route 1-Dhaka-Rajshahi 32 27
Route 2-Dhaka-Chattogram 32 24 7
Survey Punctuality Responses | Satisfied | Dissatisfied
ggttgrz'a Route 1-Dhaka-Rajshahi 32 28 5
Route 2-Dhaka-Chattogram 32 26 3
Survey Comfort and cleanliness Responses | Satisfied | Dissatisfied
ggttgr;a Route 1-Dhaka-Rajshahi 32 22 9
Route 2-Dhaka-Chattogram 32 22 6
Survey Safety of vehicles Responses | Satisfied | Dissatisfied
gg:g:a Routel-Dhaka-Rajshahi 32 20 10
Route 2-Dhaka-Chattogram 32 24 5
Convenience of bus stops - L
Sqrve_y and stations Responses | Satisfied | Dissatisfied
crienid | Route 1-Dhaka-Rajshahi 32 28 3
Route 2-Dhaka-Chattogram 32 23 5
Availability of e L
Sqrve_y information Responses | Satisfied | Dissatisfied
gg:gréa Route 1-Dhaka-Rajshahi 32 23 7
Route 2-Dhaka-Chattogram 32 24 4
Survey Personal courtesy Responses | Satisfied | Dissatisfied
ggttsr;a Route 1-Dhaka-Rajshahi 32 24 7
Route 2-Dhaka-Chattogram 32 24 2
Survey Fare level Responses | Satisfied | Dissatisfied
g;'ttgréa Route 1-Dhaka-Rajshahi 32 20 12
Route 2-Dhaka-Chattogram 32 24 3
28



Some bus services and fare level of route 1:

Route 1

Dhaka-Rajshahi (247 km)

Bus services

AC Bus services

Fare level (BDT)

Hanif Enterprise 1000 TK
Desh Travels 1400 TK
Grameen Travels 1400 TK
National Travels 1400 TK
Tuhin Elite 1400 TK
Non-AC services Fare level (BDT)
Hanif Enterprise 700 TK
Desh Travels 700 TK
Grameen Travels 700 TK
National Travels 700 TK
Shyamoli Paribahan 700 TK
Akota Paribahan 700 TK

Some bus services and fare level route 2:

Route 2

Dhaka- Chattogram (253 km)

Bus services

AC Bus services

Fare level (BDT)

Shohagh Elite 1400 TK
Green Line 1600 TK
Saintmartin Paribahan 1800 TK
Shyamoli Paribahan 1400 TK
Imperial Express 1600 TK
Hanif Paribahan 1400 TK
Royal Travels 800 TK
Non-AC services Fare level (BDT)
Hanif Enterprise 680 TK
Soudia 680 TK
Ena 670 TK
Unique 700 TK
Shyamoli Paribahan 680 TK
Saintmartin 750 TK
Road master 1100 TK

©Daffodil International University

29



Pictures during data collection:
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