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A Study on Improvement Plan of City Bus Kindness Service

ABSTRACT

The city of Busan implemented the ‘Bus Quasi-Public Operating System’ as a part of the Public Transit Activation Policy. Although
the reorganization of routes and fares had temporarily increased the number of passengers, it is facing a downtrend currently. This
implies the limited capability of increasing the use of the city buses only by adjusting the systematic components of the system. Thus,
the research aims to analyse the effect of improving the ‘kindness service’ as an alternative way to vitalize the use of city buses. The
analysis uses the survey encompassing sixteen ‘kindness service’ factors that was collected from the passengers and the drivers of the
city buses in Busan, and some of the notable findings are followed. According to the analysis of determining the level of importance
on the ‘kindness service’ factors, four major categories were derived; a category to maintain/reinforce the kindness service, a category
to make incremental improvement, a category to encourage improvement, and a category to make focusing improvement. Using the
categories, the study then performed the cluster analysis on 33 city bus companies in Busan to determine the differences between the
companies. Consequently, the companies were grouped into four; two groups (14 companies) showing more importance on the
kindness service while the other two groups (19 companies) showing less. In addition, multivariate an analysis of variance (MANOVA)
identified the significant differences of the four categories among the groups of companies, and the findings were taken into
consideration on further improvement plans of kindness service in the city buses of Busan.
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Table 3. Properties of Bus User

Bus User Bus Driver Type Number Ratio

S . . Mal 709 99.7%

urx}/ley Interview Research Interview Research Sex i °

Method Female 2 0.3%

Date 16 April 2016 ~ 26 April 2016 ~ Less 39 40 S.6%

25 April 2016 13 May 2016

40~49 234 33.0%

7 Major Transfer center Age 50~59 370 52 0%

Survey (Hadan, Nampo, Busan, 33 Bus Head Office and - i

Place Seomyeon, Sasang, Business Office More 60 67 9:4%

Dongnae, Deokcheon) Under 3 67 9.4%

Survey Properties Properties 3~5 104 14.6%

contents | Kindness Service Factor | Kindness Service Factor D 5-10 108 15.2%

riving Career

Sample 385 990 ¢ 10~15 146 20.6%
Size (Each Branch 55) (Each Branch 30)

- 15~20 151 21.2%
Valid 355 711 "
Sample (92.21%) (71.82%) More 20 135 19.0%

Total 711 100%
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Table 2. Properties of Bus User
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Sex
Female 196 56.6%
Less 19 55 15.7%
20~29 121 34.6%
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More 60 30 8.6%
Under 5 182 51.9%

Average Boarding -
Number for A Week | onder 10 104 29.6%
Over 10 65 18.5%
Less 10 49 14.0%
Less 20 117 33.4%
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Average Boarding -
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Less 50 14 4.0%

Less 60 19 5.4%,

More 60 8 2.3%
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Table 4. Importance and Rank of Kindness Service ltem

Kindness Service Item Variable Bus User Bus Driver
Importance | Rank | Importance | Rank
Wear a regular uniform vl 3.19 16 4.08 8
Be neat, Tidy, and Organized v2 3.40 14 4.19 5
Maintain clean conditions inside and outside the vehicle v3 4.13 5 422 3
Greeting every passenger with a bright smile when boarding v4 3.72 12 3.82 14
Wear a pin microphone for announcement v5 3.23 15 3.02 16
Announce actively for the convenience and safety of passengers v6 4.04 8 3.68 15
Respond to passengers in a friendly and professional manner v7 4.11 6 4.03 10
Hold any passenger(s) back who is giving any inconvenience to other passengers v8 4.19 4 4.00 13
Keep any lost properties and send it back to the passenger v9 3.87 10 4.20 4
Respond in a friendly and professional manner with passenger inconvenience v10 3.93 9 4.01 12
Stay polite and drive safe while on the road vl 42 3 4.09 7
Do not use unnecessary horn v12 4.05 7 4.07 9
Give back their change kindly vi3 3.84 11 4.09 6
Keep the music volume low v14 3.66 13 4.01 11
Provide genuine concern and warm hospitality to handicapped passenger vl5 439 1 429 1
Provide appropriate air conditioning for comfortable circumstance v16 4.39 1 424 2

372 Journal of the Korean Society of Civil Engineers



of
2
N
N,
o

e Fawsh e Faw JiiHoR Be YREL U TP 9 BB 2AAEY B FawE HgoR
A o B A0, T AR AT, AT T s A A ) a7

AR AAWI2), ERREvIS), R A HAvIE) o= Nefsle] Mo B TS FahAlok 3 Aaele]
4.9 s
Incremental Improvement Maintain/Reinforoe

Keep any lost properties and Do not use unnecessary horn

send itback to the passenger | Maintain clean conditions inside and outsidethe
. wehicle
Give back | {

their change kindly | Provide genuine concern and warm

., | hospitality to handicapped passenger
4.4 Be neat, Tidy., \\\ 8 1
B \ f A
Tg_- and Organized . | o Provide appropriate
£ W(?ar aregular ' \\\ Y] o e <= _ air conditioning for
1 uniform o ~, @ | comfortable circumstance
- 4 Y]
E o -] by o = Stay polite and drive safe while on the road
a ° ° ° .
= b Qe Hold any passenger(s)backwhois
= - e \ - i - - -
= \ \ ivingany inconvenienceto other
£ 39 Keepthe musicvolume low . & sany
= ° \ \ passengers
; _ Respondto passengersina friendly and
_r;- Greeting every passenger with a \ - professionalmanner
g bright smile when boarding V= Announce actively forthe
E convenienceand safety of
passengers
aa i Respond in a friendly and
’ professionalmanner with
passenger inconvenience
Wear a pin microphone forannouncement
e
Encourage Improvement Focusing Improvement
29 -
3 3.2 3.4 3.6 3.8 4 4.2 4.4 4.6 4.8 5

Importance of Kindness Service [User)

Fig. 4. Analysis on Importance of Kindness Service

Table 5. Kindness Service Field and Structuring Item

Cronbach’s alpha

Field Name Variable Kindness Service Item -
Bus User Bus Driver
v3 Maintain clean conditions inside and outside the vehicle
Maintain/ vll Stay polite and drive safe while on the road
Reinforce vi2 Do not use unnecessary horn 0.766 0.868
(al) vl15 Provide genuine concern and warm hospitality to handicapped passenger
v16 Provide appropriate air conditioning for comfortable circumstance
vl Wear a regular uniform
Incremental v2 Be neat, Tidy, and Organized
Improvement - - 0.683 0.780
(@2) v9 Keep any lost properties and send it back to the passenger
vl13 Give back their change kindly
Encourage v4 Greeting every passenger with a bright smile when boarding
Improvement V5 Wear a pin microphone for announcement 0.607 0.668
(a3) vl4 Keep the music volume low
4 Announce actively for the convenience and safety of passengers
Focusing v7 Respond to passengers in a friendly and professional manner
Improvement — - - 0.726 0.734
(a4) v8 Hold any passenger(s) back who is giving any inconvenience to other passengers
v10 Respond in a friendly and professional manner with passenger inconvenience
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Table 6. A Correlation Analysis of Dependent Variable
Maintain/ Incremental Encourage Focusing VIF
Reinforce (al) Improvement (a2) Improvement (a3) Improvement (a4)
Maintain/
. 1 0.849* 0.480* 0.859* 5.74
Reinforce (al)
Incremental 0.849* 1 0.549* 0.767* 3.95
Improvement (a2)
Encourage 0.480* 0.549* 1 0.580* 1.63
Improvement (a3)
Focusing 0.859* 0.767* 0.580* 1 443
Improvement (a4)

Note) *denotes statistical significance at 0.01 level.

Table 7. Hypothesis Test for Equality of Variance

Box’s M 35.050
F 0.828
Freedom1 30
Freedom2 1444.953
P 0.731
Table 8. Result of MANOVA
M
Field Name | Freedom can F P 7
Square
Maintain/
Reinforce 3 0.299 31.894 0.00 0.77
(al)
Incremental
Improvement 3 0.325 29.912 0.00 0.76
(a2)
Encourage
Improvement 3 0.263 28.561 0.00 0.75
(a3)
Focusing
Improvement 3 0.269 18.912 0.00 0.66
(a4)
Roy’s Largest Root
F Value 40.032
P Value 0.000
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Root27} o145 00002 v} 4712) RN Bor}
2) G¥tdo g WE TS FSATIL TEHTEC] ¢ T Als
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Joseph F. Hair, Jr., William C. Black, Barry J. Babin, and Rolph
E. Anderson, Multivariate Data Analysis, 7" ed, Person, 2010,
pp. 464
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Table 9. Result of Scheffe’s Post-hoc Comparison THEA} tpATF BAREA o] AyE ulgke g 3 XA
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@) 1 -0.2274* 0.0476 0.00
302 -0.2246* 0.0521 0.00
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| *
SR s m Aol w208} B SRS o= 167K DA
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32 hauer | 00480 | 000 A2 A e 913 wshol T thdolis vl2elg:
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1 0.1573* 0.0497 0.03
4|2 -0.4863* 0.0534 0.00 E7), B Ao A 167 AR 3R thsf Bl2o]
31 01800 [ 00456 | 001 Aok A tpko = Fawg ek vt Azgle) olr}
T T s SIior] ofg wpeo = FAAH| B WS A & 4 ik
4 0.3893* 0.0617 0.00 AR, ZPAE) 2 74 wgke 2= - AE & AR
L[ 0043 | oocss | 099 $A1As) Sok B Rolal), FUH R Hshol T Hoka2),
213 | 0% | 00996 | 000 Al g 18] Aok 3 Rokad), FEH Mol
Focusing 4 0.4035% 0.0663 0.00 Qos Hokat) 5 4719 Bokz 7 o)
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Note) *denotes statistical significance at 0.01 level.
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