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Abstract 

Passengers' satisfaction of urban road transportation services has been widely researched over 

the past few decades. However, no study has been conducted to analyze the relationship of 

the passengers' satisfaction of regular taxi and bus transport services with an external 

psychological factor. To this end, 100 passengers were randomly recruited to participate in 

this study. The participants were required to complete three questionnaires to assess their 

level of belonging and their satisfaction of regular taxi and bus transport services as two 

prominent urban road transport services. The questionnaire of sense of belonging had 12 

items rated on a 5-point Likert Scale. The responses also were rated from “strongly disagree” 

to “strongly agree”. The respondents were requested to grade 1 to 10 an 18-travel-attribute 

survey to assess their satisfaction of urban road transport services. The results indicated that 

passengers were not satisfied with urban road transport services; however, their satisfaction 

with regular taxi was higher in comparison with bus transport services. The findings also 

revealed that there was a significant correlation between the passengers' level of belonging 

and their satisfaction of public transport services.  
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1. Introduction 

Transportation system is highly important because enhances in transportation system can 

have a positive effect on land development (Deng & Nelson, 2010). Deng and Nelson further 

stated that top quality of public transport system can widely develop the accessibility of its 

catchment area by shortening time. According to Dubé, Des Rosiers, Thériault, & Dib (2011), 

public transport plays a key role in society and urban environment: it increases access to 

work places and service infrastructure and simultaneously, diminishes expenses of travel. 
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Road transport has formed a considerable part of individuals' daily activities and it is the 

principal mode of transport (Nguyen, 2019). According to Ali (2010), transport is essential 

for the survival of the modern society. An effective and useful system of transport can highly 

contribute to the development of the human in a broader perspective. 

A fundamental characteristic of a modern society is its preoccupation with promoting 

supportable manner of transport to substitute the excessive use of the private car in most 

urban areas (Dell‟Olio, Ibeas, & Cecín, 2010). Public transport, by definition, signify the act 

or the means of conveying a great number of people en masse, as opposed to transfer in 

individual vehicles taking very few people at a time. Regular taxi and bus has long been 

recognized as legal and conventional public transport option (Paronda, Regidor & Napalang, 

2016). 

Satisfaction, as a key issue in transportation system, has been widely investigated (e.g., Aidoo, 

Agyemang, Monkah, & Afukaar, 2013; Alvarez & Domingo, 2018; Nguyen, 2019; Rose & 

Henser, 2018). In a study to analyze the relationship between the passengers' attitudes and 

their satisfaction with regular taxi, Alvarez and Domingo (2018) found a significant 

relationship between passengers' attitude and their satisfaction towards regular taxis. 

Moreover, Aidoo et al. (2013) argued that bus traffic can highly affect the passenger‟s 

satisfaction with public transport service.  

So, due to the significant role of public transport in people's life, passengers' satisfaction 

relating to transportation needs to be fully studied from different dimensions. Different 

factors such as time, route, schedule of activities, and the number of employees and their 

behaviour to passenger have noticeable impact on the passengers' satisfaction (Lai & Chen, 

2011). One extrinsic influential factor in people's satisfaction with public transport might be 

the amount of peoples' sense of belonging because sense of belonging is considered as the 

key dimensions of citizenship (Painter, 2013).  

Being a member of a community and being part of a collective "we" can promote act of 

working together for a shared goal (Painter, 2013). Sense of belonging can demonstrate an 

aspect of favorable outcomes such as social inclusion/exclusion, social cohesion, and 

well-being. On the other side, people lack of belonging within a context can be considered as 

feeling of not being included and being rejected (Hall, 2009). 

The term sense of belonging is defined by the American Heritage Dictionary as „acceptance 

as a natural member or part‟ (2009). Further, belonging, which commonly is related to 

connectedness, attachment, membership and relatedness, is widely considered as individual 

sense of being connected to and cared for by others (Ryan, 1995; La Guardia, Ryan, 

Couchman, & Deci, 2000). So, a strong sense of belonging yields a variety of physical and 

psychological benefits (D‟Eloia & Price, 2018; Milner & Kelly, 2009; Pitonyak, 2010).    

A positive sense of belonging embraces perceptions of warmth, closeness, caring, and support 

(D‟Eloia & Price, 2018; Eccles & Gootman, 2002) and may arouse positive emotions 

encompassing happiness and joy when admirably fulfilled (Fajans, 2006). Numerous authors 

discussed that belonging is a basic need of the human, and that individual understanding of 
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belonging can bring about both negative and positive effects (Baumeister & Leary, 1995; 

Deci & Ryan, 2000). Strong sense of belonging can bring high levels of meaning in people 

lives (Lambert et al., 2013). 

Most of the open literatures on the public transportation were focused mainly on the 

passengers' satisfaction with service quality. In addition to these primary data, systematic 

studies on the psychological matters are still needed for better understanding of passengers' 

satisfaction. So this paper examines the relationship between people sense of belonging and 

their satisfaction of public transport. 

So the current paper seeks to address the following questions: 

1) Is there a significant difference between the passengers' satisfaction of regular taxi and 

public bus transport services?  

2) Is there a significant relationship between passengers' belonging level and their satisfaction 

of public bus transport services?  

3) Is there a significant relationship between passengers' belonging level and their satisfaction 

of regular taxi transport services?   

The remaining part of this paper is organized as follows: Section 2 describes the approach of 

data collection, and methods employed in this paper to analyze the data. The empirical results 

and discussion are presented in Section 3. The section 4 provides the concluding remarks. 

2. Methodology 

Three questionnaires were administered among public transport users in Gorgan in order to 

gauge their general sense of belonging and their satisfaction with the services provided. 

Gorgan is the capital of Golestan province in Iran with the population of approximately 

350,000. 100 bus and regular taxi passengers on working days were randomly selected to 

complete the questionnaires. Buses and taxis were selected because they were two prominent 

types of city transportation types in Gorgan. 

The survey consisted of three parts; the first part contains general questions about gender, age, 

and occupation. The second section measured passengers' general sense of belonging by 

using Lambert et al.'s (2013) scale included 12 items rated on a 5-point Likert Scale. 

Responses were rated from “strongly disagree” to “strongly agree”. A sample statement reads, 

“There are places I can go where I feel like I belong” Cronbach‟s alpha (α = 0.78) denoted 

good internal consistency. The third and fourth sections are composed of 18 travel attributes 

from Eboli and Mazzulla (2015) questionnaire. The survey was based on factors concerning 

cleanliness, safety, information, personnel, and main and additional services. In order to rate 

satisfaction, the respondents were requested to grade 1 to 10 with each item on a scale. 1 is 

the least satisfied, and 10 is the most satisfied. The reliability of the survey which was 

calculated by Cronbach's Alpha was 0.75. 

The data were analyzed in SPSS 16. Thereafter, a descriptive analysis, paired-sample t-test, 

and Pearson-correlation were applied to address the research questions.   
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3. Empirical Results and Discussion 

In order to answer the first and second research questions, the descriptive statistics for public 

bus and regular taxi transport services are detailed in Table 1. From the analysis, the means 

for public bus and regular taxi transport services were 4.17 and 4.41, respectively. The 

passengers' satisfaction with regular taxi was higher in comparison with public bus transport 

services. 

Table 1. Descriptive Statistics of Passengers' Satisfaction of Bus and Taxi Transport Services 

and their Level of Belonging 

 Mean Std. Deviation N 

Bus 4.17 .789 100 

Taxi 4.41 .685 100 

Belonging  2.85 .550 100 

 

A paired sample t-test in Table 2 found this difference to be significant, t(99) = 3.22, p< 0.002. 

Together this suggests that passengers are more satisfied with regular taxi transport services. 

Table 2. Paired Sample Test of Passengers' Satisfaction of Bus and Taxi Transport Services 

 Paired Differences t df Sig.  

(2-tailed) Mean Std.  

Deviation 

Std. Error  

Mean 

95% Confidence Interval  

of the Difference 

Lower Upper 

Pair 1 Taxi - Bus .240 .743 .074 .092 .387 3.228 99 .002 

 

The findings showed that despite the important role that road transports play in any urban 

area, their services are often insufficient to meet demand and this finding is in agreement with 

other papers studying passengers' satisfaction of urban road travels (Chen & Lai, 2011; 

Friman, 2010). According to Dubé et al. (2011), public transport enhances access to work 

places and service foundations and simultaneously, decreases travel expenses, so, it owns a 

social role in the urban environment. 

To keep and attract more road passengers, public bus and taxi transport must have top service 

quality to address higher number of passengers' needs and satisfy them. Increases in 

passenger satisfaction will result in more use of the system, new customers, and more 

positive public image. To achieve these purposes, reliable and useful methods are required to 

recognize the determinants of service quality from customer perceptions (Nwachukwu, 

2014).  

Passengers' dissatisfaction might discourage them to continue using public transport (Friman, 

Edvardsson, & Garling, 2001; Friman & Garling 2001) and consequently, this will not be 

appropriate for the survival of the modern society because an efficient transportation system 

can highly plays a part in human development in a wider perspective. 
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The findings also showed that regular taxi brings more satisfaction for passengers which is in 

agreement with Ackaradejruangsri's (2015) results. Cleanliness, safety, main and additional 

services, simplicity, and time are among the factors affecting the passengers' higher 

satisfaction with regular taxis. This finding is in agreement with Ackaradejruangsri's (2015) 

findings which showed that prompt ride, sure ride, safe ride, and comfortable ride are among 

the factors that affect the passengers' satisfaction. It also supports Lai and Chen's (2011) idea 

suggesting that the possible factors might affect the passengers' opinion might be time, 

stopovers, the number of employees and their attitude, route, and service to passenger. 

Pearson product moment correlation coefficient (r) was used to answer the third and fourth 

research questions (see Table 3). There was a positive and significant correlation between the 

passengers' belonging and bus transport services (ρ = .222, p < .026). A positive and 

significant correlation was also found between passengers' belonging and regular taxi 

transport services (ρ = .198, p < .048).  

Table 3. Pearson Correlations of the Passengers' Satisfaction of Bus and Taxi Transport 

Services with their Level of Belonging 

  Taxi Bus 

Belonging Pearson Correlation .198
*
 .222

*
 

Sig. (2-tailed) .048 .026 

N 100 100 

 

To the best of author's knowledge, the current research is the first paper that analyze the 

relationship of an external factor, that is, sense of belonging as a psychological factor with the 

passengers' sense of satisfaction because belonging will affect their overall well-being. A 

positive sense of belonging includes perceptions of warmth, closeness, caring, and support 

(Eccles & Gootman, 2002) and if they are appropriately satisfied, they may result in a 

diversity of positive emotions including happiness and joy (Fajans, 2006).  

Sense of belonging is also an indicator of valuable broad societal outcomes such as social 

inclusion/exclusion, well-being, social cohesion, social capital, and nationhood (Painter, 

2013). Therefore, by addressing the passengers' sense of belonging, we can affect their 

satisfaction. 

4. Conclusion 

This study evaluated passengers' satisfaction of urban road system of transport (i.e. bus and 

regular taxi). This research differs from the prior public transport satisfaction because it 

analyzes the relationship of the passengers' satisfaction with an external psychological factor. 

The findings provided evidence that the passengers were not satisfied with their road public 

transport. Although their satisfaction with regular taxi was higher than public bus transport 

services. Additionally, no significant relationship was found between passengers' satisfaction 

and their level of belonging.   

The significance of this study was to provide help for those who are in transportation charge 



Environmental Management and Sustainable Development 

ISSN 2164-7682 

2021, Vol. 10, No. 3 

http://emsd.macrothink.org 94 

to enhance the passengers' satisfaction by considering psychological factors. It is 

recommended that further research be undertaken to design a questionnaire to evaluate the 

passengers' belonging of the use of public transportation system and to analyze the effective 

methods to enhance their belonging to the public system of transport and consequently their 

satisfaction. 
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