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The impact of individual urban transport service quality on customer satisfaction in
urban areas within cities
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Abstract:

With the continuous increase in the population of cities and the requirements of modern
urban life, the transport systems available in urban areas gradually become unable to achieve
an appropriate level of service. In order to perform these services in a desired manner and to
win the satisfaction of their customers, this study aims at answering the following problems:
What is the reality of the application of quality in individual urban transport services and the
impact of improvement on customer satisfaction within the urban fabric of MAGHNIA city?
The study tool was designed from two questionnaires aimed at taxi drivers and other customers,
in order to complete the study, where 500 questionnaires were distributed to taxi drivers and
600 customers for individual taxi users in MAGHNIA.
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N R- Modifier les statistiques Durbin-
Modele | R | oy | R | BT Rrqeix T F | ddil | ddi2 | Sig. F | Watson
1 ,701% | 491 445 ,16562 491 10,719 | 29 | 322 ,000 2,248

b. Variable dépendante : SATISC
SPss gl Je Ialazel cpim Ul slis] (g 5ol
Sl g8 b ) sm Ms 5 0.884 s oSead 1l RO DY Jolas 20 0T 42 (09) o3, Joadl PO o
@ Azl izl ol of o M ¢ 0.781 Jslay 52 1) law andUR? dpisud) ulas Ul W ) g izl
el Loy (S5ten 3 Slpad) 0 0781 s 23500
(ko) Olpstasl ) Ayl Sptan oy By B i (09) 3y o

R- Modifier les statistiques Durbin-
Modeéle R | deux | R- | Erreur | -deux F ddll | ddI2 | Sig. F | Watson
1 ,884%| 781 | ,76 | ,14822 | ,781 | 62,832 24 423 | ,000 2,327
9
b. Variable dépendante : satis2

SPss gl Je Ialaze) iU slis] e 5 diald
Sradl i) Sl ser op adlax] Vs 33 T aag @) e 028 B ) o i las] o A ded J1 Ao )
i)l Ohpae o SV s @Al o1 s WE 4 000,05 > dpas s dis Leall Lo

(871 83w (il Olost] ) Aslyll) Slpield 33 Jb o (10) 3y Jgui

Somme des
Modele carrés ddl Carré moyen F Sig.
1| Régression | 8,527 29 ,294 10,719 ,000°
Résidu 8,833 322 ,027
Total 17,360 351
SPSS 5l e Ialazel cpt Ul she] (e 2l
( sShonlt Blosia) ) Alyolhl Stk s Sl o (1) 3 Sy
Somme des
Modele carrés ddl Carré moyen F Sig.
1| Régression | 33,130 24 1,380 62,832 ,000°
Résidu 9,293 423 ,022
Total 42,424 447

SPsS 5l e alazel iUl she] (e 2l
S5t ez isetIF Change 5 ol ANOVA Jlazel W2 IV o 5 cniledl cdgdd) oy i ey adly
A (1.545) 4(1.496) Ut e soles g 9 adoadt F Change o 5T 1y (62.832) 5(10.719) 4 a¥s
cordpeld ) il (3l et (3 paled Alied) Slad) OF Joill W ey 5 cider JMEV) gales OF e i 1)
e WY Gamg
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