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‘S’poreans are satisfied  
with public transport system’

ong dai Lin
dailin@mediacorp.com.sg

SINGAPORE — Contrary to grouses over 

service standards, a Singapore Manage-

ment University (SMU) study has suggested 

that Singaporeans are more satisfied with 

the public transport system. 

The Customer Satisfaction Index of 

Singapore (CSISG) between April and June 

showed that the transport and logistics 

sector received a score of 70 out of 100, up 

1.3 points from the same period last year.

Within the sector, the MRT system ob-

tained a score of 67.8 — an improvement of 

3.7 — and public buses scored 66.4 (up 5.3 

points) over the past year. However, those 

who travel regularly on buses gave lower 

scores on bus frequency and punctuality.

The survey polled at least 1,000 people 

for the MRT and public buses sectors.

The five-year-old index, developed by 

SMU’s Institute of Service Excellence, bench-

marks how happy Singapore customers and 

tourists are on a national, sectoral and com-

pany level, as well as provide businesses 

with a gauge of their competitiveness.

Presenting the results yesterday, 

Ms Caroline Lim, the Institute’s director, 

said local residents taking public buses feel 

that they are receiving more value for their 

money. This may be due to the introduction 

of the distance-based fare system in July 

last year and the addition of more bus trips 

in recent months.

SMU said while the distance-based fare 

system had initial teething problems, the 

increase in perception of value for money 

seems to suggest that commuters have 

adjusted positively to the change.

The survey data also showed that sat-

isfaction with the frequency of bus arrivals 

had a “strong positive impact” on com-

muter satisfaction. But regular commuters 

— those who travel on buses for more than 

three days a week — gave lower ratings for 

their satisfaction with the frequency and 

punctuality of bus arrivals, said Ms Lim.

Asked how the Index’s results gel with 

anecdotal perception of the public trans-

port system, Ms Lim noted “there is still 

room for improvement” and the latest score 

for public buses is lower than last year’s 

overall national score of 67.2.

She added: “Our latest CSISG results 

suggest that commuters have taken no-

tice of the efforts put in by public buses 

but more can be done to further increase 

commuter satisfaction. For example, our 

findings suggest that public buses can focus 

improvement efforts on attributes such as 

punctuality, frequency of bus arrivals and 

safety and security, to further sustain and 

increase commuter satisfaction.”

Transport economist Michael Li of the 

Nanyang Business School felt it is a “fair 

statement” that a majority of commuters 

surveyed are satisfied. 

“But over the last five to 10 years, the 

population has grown. Inevitably some 

parts of the network will be congested. So 

we have to think of ways to fix the prob-

lems,” Associate Professor Li said. 

“Usually people who are not satisfied 

with the service are more vocal ... it’s typi-

cal in the service industry.”
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the private education sec-
tor received an affirmation by 
Singaporeans with it scoring 74.5 
in the latest Customer Satisfaction 
Index of Singapore results — up 9.5 
points from last year.

SMU’s Institute of Service 
Excellence, Ms Caroline Lim, said 
more students surveyed this year 
come from schools that meet the 
Enhanced Registration Framework, 
which was introduced in December 
2009 under the Private Education 
Act.

this means that students from 
the registered schools are likely to 
be more satisfied as schools are now 
required to adhere to the stand-
ards of the Enhanced Registration 
Framework or cease operations, said 
SMU.

It added: “By having the assurance 
of a minimum standard, students 
from registered schools are likely to 
be more satisfied.” 

the public education sector also 
did well in the index’s results, scoring 
70.3 points. 

Within the sector, the Institutes 
of technical Education scored 
69 points, leaping from 58 last year. 

Ms Lim attributed the increased 
satisfaction to upgrading works 
in the campuses. Being treated as 
mature individuals also seem to be 
a factor in contributing positively to 
student satisfaction in tertiary insti-
tutions. 

this was particularly seen in poly-
technic students who gave signifi-
cantly lower ratings on this attribute, 
compared to other attributes such 
as quality of instructors and support 
given by instructors.

“this finding shows that an inex-
pensive solution to enhance stu-
dents’ satisfaction with their overall 
education experience, among other 
things, is to treat students as mature 
individuals,” SMU said. ong dai Lin
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Our latest CSISG results 

suggest that commuters have 

taken notice of the efforts put 

in by public buses but more 

can be done to further increase 

commuter satisfaction.
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director caroline Lim


