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The Impact of Urban Public Transport Service Quality on Consumer Behavior
A Case Study of the Urban and Suburban Transport Company of Relizane
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Abstract:

This study aims to analyze the impact of urban transport service quality
indicators on the behavior of users of the Urban and Suburban Transport Company of
Relizane (ETURS). A descriptive-analytical approach was employed, using a
questionnaire distributed to a sample of 200 ETURS users in the city of Relizane. Data
were analyzed using SPSS software (version 27).

The findings revealed statistically significant effects of most service quality
indicators (namely comfort, time, information availability, and customer care) on
consumer behavior, except for the safety indicator, which showed no significant effect.
Accordingly, the study recommends increasing the number of buses to ensure full
coverage of all urban areas, adopting electronic payment through smart cards and
enhancing security at stations and inside buses through smart surveillance systems.
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