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ABSTRACT

This research aimed to 1) compare the satisfaction level of the passengers of the staff transportation
service, classified by personal factors, and 2) analyze the influence of service quality on the passengers’ attitude
of staff bus. This is quantitative research using a questionnaire survey. The samples were 400 passengers who
used staff transportation services. The statistics used were mean, variance test, and analysis of multiple regression

equations. The results showed that 1) the respondents exhibit varying levels of satisfaction, classified by gender,
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age, education level, and average monthly income at the significance level of 0.05, and 2) the service quality
factors that have impacts on the passengers’ attitude toward employee transportation services (R*=0.59) were
reliability of the service (B= 0.23), routing (B= 0.24), and physical environment (B= 0.36) at the significance
level of 0.05.

Keywords: Service quality, Passengers’ attitude, Staff transportation service
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