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Abstract:

This study aims to answer questions related to the level of quality application in
individual urban transport services and the corresponding degree of customer satisfaction
within the urban fabric of the city of Maghnia. For this, the study tool was designed from
two questionnaires, the first directed to taxi drivers to evaluate the level of quality of the
transport service from their point of view, and the second to customers to evaluate their
satisfaction. 500 questionnaires were distributed to taxi drivers and 600 customers, and the
response rate was estimated at 70.4% and 74.66% respectively.

The results reflected an average, or somewhat satisfactory, level of the transport service
provided by taxi drivers, which contributed to achieving satisfactory and average customer
satisfaction as well. This means that there is a need for improvements related to the
administrative aspect and increased attention to customer preferences, in order to enhance
their satisfaction to the highest levels.

Keywords: Individual urban transport; quality of service; customer satisfaction; survey;
case study.
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I- Introduction:

Since the dawn of history, humans have felt the need for transportation, a necessity
intrinsically tied to their constant movement. People have moved from one place to another
in search of life’s essentials, with the earliest regular journeys taking place between their
homes and lo-cations where they could find food and water. These movements occurred
across various regions where human settlements first began.

Over time, the urban and civilizational development of cities around the world, including
in Arab countries, has led to the emergence of numerous urban challenges—chief among
them are issues related to urban transportation. These challenges include street congestion,
traffic bottlenecks, noise pollution, accidents, and environmental pollution in all its forms,
whether visual, sensory, or auditory. As a result, the need arose for various systems and
mechanisms to manage transportation, among which are transportation networks and
systems, which have become crucial to ensuring urban stability in many cities worldwide.

The transportation sector is one of the most vital sectors, playing a fundamental role at
the economic, social, and urban levels, both in developed and developing countries alike.
Economically, transportation serves as a necessary link between different regions and
production hubs by facilitating the movement of people, goods, and raw materials through
various routes and available infrastructure. Socially, transportation acts as a connective
tissue between individuals within society and serves as a key element in breaking isolation
especially with the significant urban sprawl in Arab and other cities, which has increased
distances between community members, making them inaccessible by foot alone.

Urban transportation, whether individual or collective, lies at the heart of economic and
social processes. Its role in supplying markets with goods and services, meeting societal
needs, and interconnecting urban areas highlights its importance. However, for
transportation services to function efficiently and systematically ensuring high service
quality planning becomes essential, particularly with the ongoing population growth in
cities and the demands of modern urban life.

As urban transport systems gradually struggle to provide adequate service levels in urban
are-as, there is an increasing need for standards and indicators to assess the quality of
transportation services and networks. However, during our study of this subject, we noticed
a scarcity of references addressing quality indicators both quantitative and qualitative
related to transportation services. Additionally, the available literature in French is also
limited.

Another issue is that the challenges of urban transportation are fundamentally
organizational and administrative. The lack of sound scientific approaches in planning and
managing transportation has left this sector among the weakest in the city of Maghnia,
failing to reflect the available potential. Moreover, the disorganization of the sector has
diverted it from its core purpose of providing public services.

Previous studies
In this study, we aim to explore the quality of individual urban transportation services
and assess the impact of their improvement on customer satisfaction in the city of Maghnia.
The current study is based on a set of previous studies such as:
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— (Juan & Rocio , 2015) The study aimed to provide a comprehensive overview of the
evolution of research and thought concerning various approaches to assessing service
quality in the public transport sector from the customer's perspective. This is due to the
complexity of the concept and the broad range of attributes necessary for evaluating service
quality. Additionally, the study offered an analytical discussion of future trends. The
researcher successfully delivered a thorough and insightful review of the key issues related
to evaluating service quality in the transport sector from different perspectives, as well as
the underlying reasons for the diverse approaches used to address this challenge.

— (Arnoud , 2015) The researcher aimed to deepen the understanding of the factors
influencing customer satisfaction with public transport by utilizing linear models. The study
concluded that the most important service attributes for public transport users are on-time
performance, travel speed, and service frequency, followed by the behavior of employees
and drivers, as well as the cleanliness of vehicles. Public policies that focus on improving
these attributes are likely to result in higher levels of customer satisfaction. Additionally,
the study highlighted the impact of customer characteristics on satisfaction levels. Policies
that prioritize increasing service frequency and introducing new vehicles are expected to
particularly enhance satisfaction among elderly passengers (over 65 years old), those using
regional trains, and individuals living in densely populated urban areas.

— (Degwale , Akalewold Fedilu, & Robera , 2019) The researcher aimed to assess
customer satisfaction with urban public transport services in three cities of the Southern
Nations, Nationalities, and Peoples' Region (SNNPRS) in Ethiopia: Hawassa, Hosana, and
Sodo. The study employed the SERVQUAL model, which evaluates five dimensions of
service quality: tangibility, reliability, responsiveness, assurance, and empathy, to measure
customer satisfaction levels. A cross-sectional survey design was used, and a convenience
sampling method was applied to select the sample population. Data were collected from
300 urban public transport users.

The findings revealed that the transportation demand for public mobility was 61%, while
overall customer satisfaction was 37%. The study also showed that rickshaws were the most
preferred and widely used mode of urban public transport, accounting for 70% of usage. In
conclusion, the urban public transport services in all study areas were found to be
unreliable, lacking in tangibility, and unresponsive to customer needs. This research
highlights critical areas for policymakers to address in order to enhance the quality of urban
public transport services, helping to identify gaps that require intervention for improvement.

— (WEI CHIANG & and outhers, 2021) This study aimed to explore the interrelationships
between various factors such as accessibility, availability, reliability, convenience, safety,
security, satisfaction, and loyalty. The research involved 179 respondents from Kuching,
the capital of Sarawak, Malaysia, and utilized Partial Least Squares Structural Equation
Modeling (PLS-SEM) for data analysis. The findings revealed that availability, safety, and
security have a positive impact on user satisfaction, and, in turn, satisfaction is positively
linked to loyalty. These results suggest that practitioners should prioritize improving
availability, safety, and security to enhance user satisfaction, which ultimately fosters
loyalty. Additionally, scholars are encouraged to investigate other potential factors that may
influence satisfaction and loyalty.

— (Galina & and outres, 2022) The research paper aims to examine consumer satisfaction
with the perceived quality of ground public transport (GPT) services in the Moscow
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metropolitan area. The methodology involves identifying consumer-relevant attributes of
GPT service quality that influence satisfaction, transport mode choices, and the
competitiveness of GPT services. The study's reliability is ensured by a representative
sample, which includes data from an online survey of 1,517 respondents, cluster analysis,
and the use of the CHAID decision tree method. The authors developed and confirmed four
hypotheses. The study identified 32 attributes affecting consumer satisfaction with GPT
services, categorized clusters with varying levels of satisfaction, and highlighted key quality
attributes that consumers consider important when choosing transport modes. The paper
also proposed recommendations for marketing and management strategies to enhance the
competitiveness of urban GPT services compared to alternatives, with the goal of increasing
population mobility and reducing urban environmental pollution.

The study concluded that the "dissatisfied and low-income"” segment of respondents
requires special attention from transport companies' marketing management. Efforts should
focus on improving the quality of GPT service attributes and effectively communicating
these improvements through marketing strategies. This targeted approach is linked to the
responsibility of public transport companies to enhance the social well-being of such
consumers while positively reshaping the image of these companies in the minds of their
target audience.

Previous studies have generally concentrated on identifying the dimensions of customer
satisfaction and quality measures that need to be evaluated to enhance public transport
services and achieve customer loyalty. The current study extends this line of research by
exploring the impact of the quality of individual urban transport services on customer
satisfaction in urban areas, with a specific focus on the Algerian city of Maghnia as a case
study.

With the continuous increase in urban populations and the demands of modern urban
life, the existing transportation systems are gradually becoming inadequate to provide the
desired level of service. For these services to meet expectations and achieve customer
satisfaction, they must be provided with high quality and in accordance with international
standards.

Problematic and sub-questions

Based on this, the central research question can be formulated as follows:

"What is the current state of quality implementation in individual urban transport
services, and how does improving them affect customer satisfaction in the urban
fabric of Maghnia?

From this main question, the following sub-questions arise:

* [s there a correlation between the quality of individual urban transport services and
customer satisfaction?

* What are the main indicators used to improve the quality of individual urban transport
services?

* How do individual taxi drivers in Maghnia perceive the quality indicators of urban
transport services? What are the key obstacles and challenges preventing the application of
these indicators in the city's urban environment?

Based on previous studies and their objectives, we were able to define the current model
as follows:

The analysis of the study problem requires testing the following hypotheses:
- Hi: Urban transport services in the Maghnia area are characterized by good quality
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- Hy: The customer feels satisfied with urban transport services in the Maghnia area at
a high level

Objectives of the study
This study aims to:

*Evaluate the level of customer satisfaction with the services provided by individual
urban transport companies.

«Study the level of quality, assuming that these services contribute to adopting
appropriate strategies to gain and retain customers.

«Draw conclusions and recommendations that may help improve the quality of
individual urban transport services provided by taxi drivers from the customers' point of
view.

Develop individual urban transport services through a quality improvement model.

* Identify various deviations that negatively affect customer satisfaction.

1. The theoretical framework of the study
Write at least a short paragraph between the title and the next

1.1. Definition of study variables: First of all, we present a rewarding definition about the
variables of the study as follows:

= Urban transport: Urban transportation involves the movement of people and goods
within cities or urban areas. It plays a crucial role in the urban system, directly affecting the
quality of life and well-being of city residents. Due to its significance in tackling issues
such as traffic congestion and emissions, urban transportation has garnered increased
attention from policymakers, researchers, and stakeholders. With the advent of shared
transportation modes enabled by the Internet and big data technologies, urban transportation
is evolving to incorporate new forms of shared mobility services". ( Yu & and others, 2022,
p. 117)

This version maintains the original meaning but enhances clarity and flow. and flow.

= Customer satisfaction: Customer satisfaction is a metric used to assess positive
sentiment toward services and overall performance. Comments like surveys and ratings can
provide valuable insights to help improve or edit offers. The primary goal of any
organization should be to ensure customer satisfaction. This principle applies to all types of
organizations, including carriers. (ASQ, 2024, p. 01)
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Figure (1): Model of Customer Satisfaction
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Source: (ASQ, 2024, p. 01)

= Quality of Service: Service quality is generally conceived as the sum of customers'
expectations of a service experience. The difference between service quality and
satisfaction is that perceived service quality is a global judgment or attitude about the
superiority of a service, while satisfaction, on the other hand, relates to a specific
transaction. Customers form service expectations from various sources, such as past
experiences, rumors, and advertising. In general, customers compare perceived services to
expected services. If the perceived service is below the expected service, customers feel
dissatisfied. If the perceived service quality exceeds the expected service, customers are
satisfied. Marketers need to understand that customers are more than just consumers of
service quality outputs; they are participants in the production of the quality process.
Therefore, service quality is an important differentiator and the most powerful competitive
weapon that many service organizations possess (Kokku & and outhers, 2011, p. 21)

The quality of transportation services means that carriers meet customer requirements. It
follows from the said definition that the customer can decide whether and to what extent the
service meets his expectations, meets his needs. (IWONA , 2022, p. 55)

1.2. Qualitative Indicators: The overall quality of passenger transport consists of a set of
indicators that reflect the customer's perspective on the transportation service provided
(perceived quality). These indicators are inspired by the French Association for
Standardization (AFNOR) and the work of the Institute for Transport Research and Safety,
Paris/France (INRETS). The standard (NFEN138162) for "transport, supply, and public
passenger transport services, definition of service quality objectives and measurement"
defines quality indicators in passenger transport services (which can be applied to all modes
of transport) and is considered a management tool (Outil de management) where: (Maguin,
N, 2005, p. 152)

a. Responsibilities are clarified.
b. It recruits and improves all actors in the transport service.

c. It helps improve the transport service.
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d. It monitors commitments.

e. It enhances the value of passenger transport services.

f. It also plays a role in competitiveness.

According to the standard, eight groups define all qualitative indicators of urban
transport service quality as follows: (AFNOR, 2002, p. 100)

Table (01): Qualitative indicators of the quality of urban transport service

Service Offering

Information

Time (Duration)

Customer Comfort Based on Usage Conditions

Source: (AFNOR, 2002, p. 100)

2. The experimental framework for the study

Environmental
Impact
Customer Care
Accessibility
Safety

» Test the reliability and validity of the questionnaire: The following table shows the
results of the Cronbach Alpha test for internal consistency, on questions addressed to both
customers and taxi drivers, it is clear that the value of the Cronbach alpha coefficient is
more than 60% and 70%, respectively, which is an acceptable value for all questionnaire
items, which shows high reliability and statistical significance.

Table (02): Results of the Cronbach's Alpha Test

Alpha de Cronbach Nombr(’e
element’s
Taxi Driver Questionnaire 743 10
Customer Questionnaire) 0,625 10
Source: Spss Output
= Analysis of sample responses
Table (03): Taxi Drivers Answers
Degree of Agreement
Dimension Scale | Strongly : Strongly | M | SD
agree Agree | Neutral | Disagree disagree
Taxis are all| F 0 8 S 162 167
modern and up-to- 1.64 | 0.75
date % 0 51 | 14 64 47.4
I periodically
maintain the | F 16 274 22 40 0
cleanliness and
safety of the car to 3.76 | 0.71
provide good | o4 45 | 778 | 6.3 11.4 0
service
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Taxis are available

; F 15 200 50 85 2
continuously upon 3.40 | 0.91
request % 4.3 56.8 | 14.2 24.1 6
The Taxi
Syndicate provides | F 0 144 142 61 5
places and phone
numbers to 3.21 | 0.77
retrieve lost items
insidethe_car _
The taxi driver = 0 8 72 254 18
understands  how 220 | 055
o provide first aid % 0 23 20.5 72.2 5.1 ' '
The driver
interacts and| F 0 90 57 205 0
communicatgas 4.04 | 0.26
pOSItlver with the % 0 256 16.2 58.2 0
customer
Ensure  customer
satisfaction in| F 22 330 0 0 0
terms of cost and 4.06 | 0.24
transportation % 6.3 93.8 0 0 0
safety
Easy to use
individual taxis for F 0 57 3 192 100 205 | 0.97
customers with ' '
Specia' needs % 0 162 09 545 284
The road network
facilitates F 277 42 0 18 15
customer
transportation in a 4.56 | 1.03
comfortable and| % 78.7 11.9 0 51 4.3
decent way
The roads within
the urban fabric of F 0 0 0 46 306
the city of
Maghnia are well 113 1033
prepared and | % 0 0 0 13.1 86.9
poorly crowded

The Total 30.05 | 0.65

Source: Based on the output of SPSS program

Despite some downsides such as the aging of the cars and the lack of first aid skills in
drivers, the service shows great interest in customer satisfaction in terms of cost, safety, and
cleanliness. The deviation shows some of the dispersion in the answers, but they are close

in direction
Table 4: Customers’ answers
. . Degree of Agreement
Dimension
Scale | Strongly - Strongly | M SD

number agree Agree | Neutral | Disagree disagree
| prefer to use
taxis for F 46 358 19 25 0 3.95 | 0.60
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convenience and
speed in service | % | 103 | 799 | 42 | 56 0
ems 'tgf(tl i”SLOr'g F 21 | 256 | 137 24 L I
refundable % 4.7 57.1 | 30.6 5.4 2.2 ' '
Taxis are always
available and F 11 0 385 239 10
continuously 287 | 1.073
% 25 0 85.9 53.3 2.2
Taxis make
available and . . '
social media sites | % 2.5 85.9 8.3 2.9 0
Taxis are decent
to perform the| F 23 170 199 56 0
service in terms 3.36 | 0.76
g;f‘é't‘;a”“”ess and |, 51 | 37.9 | 444 125 0
The taxi shares
more than one F 27 412 9 0 0
% 6.0 92.0 2.0 0 0
Taxis are
g\{éci)lcfilblgt n?;}]etf F 10 82 40 273 43
esbecially at 2.43 | 0.96
hospitals and
ground transport % 2.2 18.3 8.9 60.9 9.6
stations
The fare shall be
determined F 10 384 10 26 21
arbitrarily on the 3.76 | 0.78
Eg;issen?f mutual | o4 22 | 857 | 22 5.1 4.7
Drivers abide by | 21 72 258 87 0
the regulating 306 | 0.73
:)i‘;‘(’:’ing especially | o5 | 47 | 161 | 598 | 194 0
gg(')‘éers have | 0 255 | 162 31 0 250 | 06
communication o T [ 569 | 362 | 69 0
The Total 34.42 | 0.755

Source: Based on the output of SPSS program

Overall, the service seems to provide overall satisfaction in terms of quality and comfort,
with some points that need improvement, such as providing service at night and increasing

the number of cars to meet customer needs at all times.

= Testing and Discussing Hypotheses :

Testing the study hypothesis requires measuring the level (low, medium and high) for
each questionnaire separately, i.e. determining the level of quality of urban transport
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services and customer satisfaction with this quality in Mughniyeh sectors. This is done by
determining the total scores for each axis and the area of affiliation for each degree

First, we determine the range of categories for each dimension based on the number of
its paragraphs and the Likert five-point scale adopted in the current study, as follows:

Table (04): Category field

Category field Level
[10-23] low
[23-36] middle
[37-13] high

Source: Prepared by the authors

Based on the above, we determine, by means of the total arithmetic means obtained, the

position of the latter in the field of categories shown above, and we obtain the following:
Table (04): Post-study questionnaire levels

Dimension Arithmetic mean Category field Level

Quality of i :
transportation service 30.05 [23-36] middle
Customer satisfaction 34.42 [23-36] middle

Source: Prepared by the authors

The quality of urban transport service appears at an average level, which includes
dimensions related to providing security and safety and providing services to all
destinations, while showing interest in customer problems and ensuring customer
satisfaction and other quality requirements, and this is met by average customer satisfaction
with these requirements.

= Discussion

This study investigates the quality of transportation services and customer satisfaction
with these services, aiming to evaluate the current performance of service providers and
analyze customer satisfaction based on real experiences. Unlike previous international
studies that focus on causal relationships or measure the impact between variables, this
research provides actionable insights for service providers. It highlights the strengths and
weaknesses of their offerings, guides improvements in service quality to attract and retain
customers, and emphasizes the importance of prioritizing investments to enhance key
factors such as punctuality and improved transportation methods .

Additionally, the study underscores the need to assess whether current services meet
customer expectations and compare their quality against local and international standards .

From the analyses conducted, several key findings emerged, summarized as follows :

1. Urban Transportation Quality in Maghnia: The focus was on the quality of individual
urban transportation services in Maghnia, Tlemcen province. Efforts raised the service
quality from a low to an average level, which corresponded to a moderate level of customer
satisfaction. However, further improvements are necessary to elevate the service to a
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"good" standard that ensures high customer satisfaction. The results indicate that individual
taxi drivers strive to meet customer expectations by enhancing service quality, making
transportation affordable for all, and prioritizing safety during travel .

2. Necessity for Service Improvement: Improving the quality of individual urban
transportation services is essential for achieving customer satisfaction and maintaining
competitiveness in the market. This conclusion is supported by the findings of the second
hypothesis, which revealed a significant impact of service quality on customer satisfaction .

enhancing transportation service quality is a crucial step toward fostering customer
loyalty and ensuring sustainability in a competitive environment.

Conclusion

Transport is a vital activity that develops within a competitive environment, much like
any other economic sector. However, it stands apart due to the need for interventions,
decisions, and regulations by public authorities, as it directly impacts the daily lives of all
citizens. As a fundamental service, transportation plays an essential role in people’s lives .

In Algeria, however, the transport sector has lagged behind in achieving the desired level
of professionalism. It struggles to meet the needs and aspirations of residents in large and
medium-sized cities. The quality of transportation services remains inadequate and does not
reflect the available resources. Moreover, the sector has been plagued by disorganization
since its liberalization, rendering it one of the weakest components of Algeria’s economy .

A survey of customers and individual taxi drivers regarding quality standards in urban
transport services in Maghnia revealed that while the service level is generally satisfactory,
there are notable shortcomings. These include poor management and a lack of attention to
customer preferences, despite the high profitability of these operations .

Addressing these issues requires prioritizing transportation and urban organization as a
whole, drawing on best practices from cities that have excelled in this domain. It is equally
important to incorporate findings from academic studies conducted at universities, as these
can provide a detailed diagnosis of the sector's strengths and weaknesses. Furthermore, such
studies can offer practical solutions to address administrative inefficiencies and enhance the
daily operation of public transportation services .

By adopting these measures, Algeria can work toward transforming its transportation
sector into a more efficient and customer-oriented system.

Based on the findings and the reality of transport services in the area under study, we
recommend the following:

e Use modern technology from mobile applications and artificial intelligence to analyze
passenger flow and optimize timetables based on demand in real time.

e Improve the efficiency of operations and maintenance to ensure that vehicles operate
regularly and without unexpected downtime.

e Effective communication with customers through the use of periodic questionnaires
and surveys to understand their needs and complaints and work to improve services
based on their observations, in addition to providing multiple and direct communication
channels to receive complaints and suggestions
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e Increase the number of vehicles in order to improve capacity during peak times to
reduce congestion and provide comfort to passengers, as well as diversify transportation
and provide special routes for them.

References

Yu, Q., & And Others. (2022). Chapter 6 - Data-Driven Estimation For Urban Travel
Shareability. Big Data And Mobility As A Service, Pp. 177-202.
Doi:Https://Doi.Org/10.1016/B978-0-323-90169-7.00007-5

Afnor. (2002). Transport - Logistique Et Services - Transport Public De Voyageurs -
Definition De La Qualite De Service, Objectifs Et Mesures. France. Recupere Sur
Https://Norminfo.Afnor.Org/

Alsaeed, A. (2010). Transportation Geography; Meaning And Purpose (1 - Ed.). Retrieved
From Noor-Book.Com/En/Qmnb5ir

Arnoud , M. (2015). Drivers Of Customer Satisfaction With Public Transport Services.
Transportation Research Part A, 78, Pp. 1-20.
Doi:Http://Dx.Doi.0rg/10.1016/J.Tra.2015.05.005

Asqg. (2024). What Is Customer Satisfaction. American Society For Quality (Asq) .
Retrieved From Https://Asq.Org/Quality-Resources/Customer-Satisfaction

Battal, A. (2005). Introduction To The Statistical Program Spss 11.0 (Anbar University
College Of Administration And Economics Ed.). Retrieved From
Https://Www.Agro-Lib.Site/2019/11/Spss-110-For-Windows.Html

Degwale , G., Akalewold Fedilu, M., & Robera , R. (2019). Assessing Customers
Satisfaction Of Urban Public Transport Service Delivery In Selected Cities Of
Snnprs, Ethiopia. International Journal Of African And Asian Studies, 53, Pp. 1-9.
Doi:Doi: 10.7176/Jaas

F. Kihn, & J. Kauv. (2000). La Qualite De Service Des Reseaux De Transport Urbain The
Service Quality Of Urban Public Transport Networks La Calidad De Servicio De
Las Redes De Los Transportes Urbanos. La Qualite De Service Des Reseaux De
Transport Urbain, (Pp. 01-07). Recupere Sur
Https://Www.Researchgate.Net/Publication/341443751

Galina , T., & And Outres. (2022). Managing Customer Satisfaction With Metropolitan
Public Transport Services Based On Perceived Quality Assessments. Journal Of
Eastern European And Central Asian Research, 9(3), Pp. 447-4461.
Doi:Http://Dx.Doi.Org/10.15549/Jeecar.VV9i3.789

Iwona , H. (2022). Quality Of Transport Services And Customer Satisfaction Measurement.
The Archives Of Automotive Engineering — Archiwum Motoryzacji, 96(02), Pp. 51-
76. Doi:Https://Doi.Org/10.14669/Am/151707

Juan, D., & Rocio, D. (2015, April 03). Quality Of Service In Public Transport Based On
Customersatisfaction Surveys: A Review And Assessment Of Methodological
Approaches. Transportation Science, Pp. 1-18.
Doi:Http://Dx.Doi.0rg/10.1287/Trsc.2014.0544

Kokku , R., & And Outhers. (2011, February). Measuring Commuters’ Perception On
Service Quality Using Servqual In Public Transportation. International Journal Of
Marketing Studies, 3(1), Pp. 21-34. Retrieved From Https://Www.Researchgate.Net/

Lori, T., Jafar , R., & Roekel, V. (2018). Measuring The Relative Importance Of The
Logistics Performance Index Indicators Using Best Worst Method. Best Worst
Method. Transport Policy, 68, Pp. 158-169. Doi:Doi:
10.1016/J.Tranpol.2018.05.007

The level of customer satisfaction on the quality of individual urban transport services
in urban scales within cities - a case study on the city of Maghnia 216



Maguin, N. (2005). La Normalisation Dans Les Transports Publics. Bernard Treuil —Le Bnf
Et La Normalisation Ferroviaire Europeenne. Recupere Sur
Https://Www.Urba2000.Com/Predim1/Img/Pdf/Bnf22_06_05-2.Pdf

Wei Chiang , C., & And Outhers. (2021, Septiembre). Determinants Of Customer
Satisfaction And Loyalty In Public Transport: A Pls-Sem Approach. 39(8). Doi:Doi:
10.25115/Eea.V39i8.4507

5 aalaal) Lobai®y )y dyladll cludal) daa 217



