	Service quality
	Explanation

	Comfort
	Important keys in determining comfort are average riding comfort, estimated riding comfort, comfort disorders that are suddenly arise and constant vehicle vibration and movements [16]. Comfort level can also be assured with information accuracy, good condition of terminals and public transport operates in good condition including staffs’ behaviour [3], [17].

	Responsiveness
	Referred to the willingness of staff to help and deliver excellent service to passengers. The mindset and immediate responses of staffs in whatever passengers’ requested and arguments including their professional attitude when handling any possible situations that might occur inside the free bus [7], [18].

	Capacity
	Capacity control in public transportation is either done via reservation (express bus) or based on first come, first served basis (shuttle and stage bus). However, the one thing in common is that there are no accurate estimations for how many passengers will be riding the bus at any particular time. This is likely to happen because bus is known to be able to bring large number of people at one time regardless of what type of bus given [19]. The issue has become the spotlight since only small number of users can use the services at one time due to the maximum capacity is relatively low [20]. 

	Facility
	Must be equipped with modern technology to create connections when transiting. However, the accessibility which features available inside the free bus must be reachable via mobile phones, the duration to meet the service criteria, sufficient service hours provided as well as the overall facility served must be at a reachable area [19], [21].

	Safety
	Can be described as the feeling of being safe from environmental problems and human crimes. Based on the research made by Talmizi and Tahir [3], the level of users’ safety is important as it involves the life of the users.

	Speed
	Speed prediction is important to determine the passenger information and how well bus providers managing the services. External variables, such as traffic volume and infrastructure have an impact on this factor. One of the initiatives to improve the speed of public transportation in urban centres is by implementing the bus ways in which, normal car users are not allowed to use the ways during rush hours [22], [23].

	Ticketing system
	Nowadays, ticketing system has been extremely smooth due to the contactless card that allows passengers to scan through their wallet or bag to make payments. The data is stored and once the card gone missing, all information can be restored. This payment method also allows user to not waste passengers’ time without having to que at the ticket counter for top-ups or physical ticket [24], [25].

	Information provision
	In public transport, information is defined as to deliver goods or services to customers. A well-information provided at the station as well as while on ride have influence on the service quality offered. Items related to information includes stops schedule, duration of service, price and any service interruption for maintenance purposes informed to the customer [26]. The most effective way to promote the public transportation services is via advertising on social media which covers in the form of visual and audio [27].



	[bookmark: _Hlk124889047]Section
	Item
	No. of item
	Source

	A
	Demographic background
	9
	–

	B
	Comfort
	8
	[3], [6], [31]–[37]


	
	Responsiveness
	5
	

	
	Capacity
	4
	

	
	Facility
	6
	

	
	Safety
	5
	

	
	Speed
	3
	

	
	Service
	3
	

	
	Information provision
	4
	

	D
	Passenger expectation
	3
	[38], [39]

	
	Passenger satisfaction
	4
	

	Total
	54
	






Table 3. Reliability analysis result
	Section
	Item
	Cronbach’s alpha (α)

	B
	Comfort
	0.920

	
	Responsiveness
	0.943

	
	Capacity
	0.852

	
	Facility
	0.933

	
	Safety
	0.968

	
	Speed
	0.958

	
	Ticketing system
	0.867

	
	Information provision
	0.967

	C
	Passenger expectation
	0.918

	
	Passenger satisfaction
	0.913




Figure 1. Criteria needed to participate as respondents

Table 4. Summary value for Kolmogorov-Smirnov coefficient in normality test
	Section
	Kolmogorov-Smirnov

	
	Sig.

	A
	.000

	B
	.000

	C
	.000



Table 5. Demographic background of passengers
	Demographic item
	Variation
	Frequency

	
	
	Johor
	Klang Valley

	Gender
	Male
	136
	72

	
	Female
	239
	111

	Age
	<20
	208
	112

	
	21-30
	74
	53

	
	31-40
	13
	6

	
	41-50
	27
	6

	
	51-60
	16
	1

	
	>61
	37
	5

	Marital status
	Single
	272
	166

	
	Married
	84
	16

	
	Single father/mother
	19
	1

	Education level
	No
	22
	4

	
	PT3/PMR/SRP
	103
	1

	
	SPM
	124
	60

	
	STPM/Certificate/Diploma
	87
	58

	
	Degree/Master
	39
	58

	
	PhD
	0
	2

	Occupation
	Private
	76
	28

	
	Government 
	24
	8

	
	Self-employed
	14
	4

	
	Student
	234
	128

	
	Others 
	27
	15

	Income level (RM)
	No income
	258
	79

	
	<1000
	43
	58

	
	1001-1500
	16
	5

	
	1501-2000
	28
	4

	
	2001-2500
	2
	8

	
	2501-3000
	11
	8

	
	3001—3500
	6
	9

	
	>3501
	11
	11

	Driving license ownership
	No
	209
	67

	
	Yes
	166
	116

	Vehicle ownership (motorised)
	No
	220
	109

	
	1
	109
	53

	
	2
	35
	11

	
	>3
	11
	10

	Frequency of using 
	Sometimes
	167
	147

	
	1-2 days/week
	53
	19

	
	3-4 days/week
	51
	17

	
	>4 days/week
	104
	0



Table 6. Mean score analysis result of service quality factors in Johor and Klang Valley
	Service quality factor
	Johor (N = 375)
	Klang Valley (N = 183)

	
	Mean
	Std. Deviation
	Rank
	Mean
	Std. Deviation
	Rank

	Comfort 
	(CF)
	4.2134
	0.66193
	1
	4.1355
	0.69339
	1

	Responsiveness 
	(R)
	3.8523
	0.83008
	6
	3.6634
	0.82457
	7

	Capacity 
	(CP)
	3.9620
	0.90862
	4
	3.7678
	0.82168
	5

	Facility 
	(FAC)
	3.9141
	0.79799
	7
	3.7898
	0.86483
	4

	Safety 
	(SF)
	4.0699
	0.80859
	3
	3.9257
	0.82312
	2

	Speed 
	(SPD)
	3.9269
	0.87391
	5
	3.7157
	0.86574
	 

	Ticketing system 
	(TS)
	4.1049
	0.91460
	2
	3.9091
	0.91600
	3

	Information provision
	(IN)
	3.6613
	0.92660
	8
	3.7527
	0.89948
	6



Table 7. Spearman correlation analysis result
	Socio-demographic
	Spearman Coefficient 

	
	CF
	R
	CAP
	FAC
	SF
	SPD
	TS
	IN

	Johor (N = 375)

	Gender
	0.042
	0.013
	0.038
	-0.031
	0.018
	-0.071
	0.033
	-.145**

	Age
	0.244**
	0.279**
	0.311**
	-0.034
	0.119*
	0.237**
	0.162**
	-0.092

	Marital status
	0.153**
	0.216**
	0.252**
	-0.074
	0.116*
	0.257**
	0.170**
	-0.086

	Education level
		0.112*
	0.100
	0.051
	0.067
	-0.014
	0.009
	-0.052
	0.065

	Occupation
	-0.115*
	-0.130*
	-0.050
	0.022
	0.012
	-0.033
	-0.051
	0.029

	Income level
	0.047
	0.112*
	0.028
	0.006
	-0.007
	-0.001
	-0.101
	0.068

	Driving license ownership
	-0.022
	0.004
	0.022
	-0.049
	-0.056
	-0.044
	-0.192**
	-0.055

	Vehicle ownership
	-0.158**
	-0.022
	-0.094
	-0.065
	-0.152**
	-0.110*
	-0.186**
	0.031

	Frequency of using
	0.138**
	0.065
	0.072
	0.120*
	0.161**
	0.082
	0.169**
	0.001

	Klang Valley (N = 183)

	Gender
	0.030
	0.032
	0.055
	0.114
	0.012
	-0.016
	0.001
	-0.069

	Age
	-0.021
	-0.103
	-0.023
	-0.109
	-0.027
	-0.076
	-0.006
	-0.053

	Marital status
	-0.121
	-0.185*
	-0.136
	-.235**
	-0.033
	-0.114
	-0.091
	-.151*

	Education level
	0.037
	-0.029
	-0.011
	-0.018
	-0.003
	-0.025
	0.077
	0.039

	Occupation
	-0.036
	0.001
	-0.022
	0.118
	0.035
	0.083
	-0.026
	0.089

	Income level
	0.000
	0.053
	0.003
	-0.103
	0.013
	0.039
	0.045
	0.015

	Driving license ownership
	-0.062
	-0.117
	-0.144
	-0.121
	-0.099
	-0.074
	-0.004
	-0.039

	Vehicle ownership
	-0.099
	-0.109
	-0.107
	-0.175*
	-0.065
	-0.058
	-0.004
	-0.033

	Frequency of using
	0.010
	0.065
	0.086
	0.095
	0.025
	0.008
	0.033
	0.091

	**. Correlation is significant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed).



Table 8. Comparison test of passenger satisfaction level between Johor and Klang Valley
	State
	Service Quality
	Sig.
(2-tailed)
	Mean Difference
	95% Confidence Interval of the Difference

	
	
	
	
	Lower
	Upper

	Johor
(N = 375) 
	CF
	.000
	4.21341
	4.1462
	4.2806

	
	R
	.000
	3.85227
	3.7680
	3.9366

	
	CP
	.000
	3.96200
	3.8697
	4.0543

	
	FAC
	.000
	3.91408
	3.8331
	3.9951

	
	SF
	.000
	4.06987
	3.9878
	4.1520

	
	SPD
	.000
	3.92685
	3.8381
	4.0156

	
	TS
	.000
	4.10493
	4.0121
	4.1978

	
	IN
	.000
	3.66133
	3.5672
	3.7554

	Klang Valley
(N = 183)
	CF
	.000
	4.13546
	4.0343
	4.2366

	
	R
	.000
	3.66339
	3.5431
	3.7837

	
	CP
	.000
	3.76776
	3.6479
	3.8876

	
	FAC
	.000
	3.78978
	3.6636
	3.9159

	
	SF
	.000
	3.92568
	3.8056
	4.0457

	
	SPD
	.000
	3.71574
	3.5895
	3.8420

	
	TS
	.000
	3.90913
	3.7755
	4.0427

	
	IN
	.000
	3.75273
	3.6215
	3.8839



Table 9. T-test analysis result to compare passenger expectation and real satisfaction level
	Item
	Johor (N = 375)
	Klang Valley (N = 183)

	
	Sig.
(2-tailed)
 
	Mean Difference
 
	95% Confidence Interval of the Difference
	Sig.
(2-tailed)
 
	Mean Difference
 
	95% Confidence Interval of the Difference

	
	
	
	Lower
	Upper
	
	
	Lower
	Upper

	STF
	0.000
	4.24267
	4.1739
	4.3115
	0.000
	3.87295
	3.7580
	3.9879

	EXP
	0.000
	4.30299
	4.2321
	4.3739
	0.000
	4.03093
	3.9081
	4.1538



	
	

	Figure 2. STF versus EXP for Johor
	Figure 3. STF versus EXP for Klang Valley




Criteria needed to participate as respondents


Must be a Malaysian


Experienced in using the free bus services


STF versus EXP
(Johor)

MeanEXP	y = 0.9787x
R² = 0.9862
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STF versus EXP
(Klang Valley)

y = 0.9435x
R² = 0.9722
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