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Abstract—Service quality is a critical determinant of
customer satisfaction and operational success in the
transportation sector. The SERVQUAL model was
created by Parasuraman, Zeithaml, and Berry in 1988,
and it is frequently used to assess the quality of services
in five dimensions: assurance, responsiveness,
tangibility, empathy, and dependability. This review
paper examines how these characteristics affect
customer satisfaction and service efficiency by reviewing
the current state of research on the use of SERVQUAL
in transportation services from the period of last five
years. According to studies, passenger satisfaction is
significantly impacted by responsiveness and reliability,
whereas service perceptions are influenced by tangibility
and assurance. The necessity of implementing
sustainability, accessibility, and safety within
SERVQUAL is highlighted by emerging trends. Future
research on digital transformation, smart mobility, and
post-pandemic service expectations is recommended by
the review, which also identifies research needs. To
improve service quality and the passenger experience,
this review provides valuable information for

researchers, transportation companies, and
policymakers.
Index Terms—Service Quality, SERVQUAL

Dimensions, Transportation Sector
1. INTRODUCTION

SERVICE QUALITY is becoming a key factor in
determining both customer satisfaction and business
success in today's fiercely competitive industry.
Businesses in a variety of sectors aim to provide
excellent services that either meet or beyond the
expectations of their customers.

SERVICE QUALITY DIMENSIONS

(Zeithaml et al., 1988) created the SERVQUAL
model, which is a popular framework for evaluating

IJIRT 175776

service quality in a variety of businesses. Reliability,
assurance, tangibleness, empathy, and responsiveness
are its five main components, and each is essential in
influencing how customers view the calibre of
services. The importance of these characteristics has
been confirmed by numerous studies in a variety of
service industries, including retail, banking,
healthcare, and hospitality (Ladhari, 2009), (Seth et
al., 2005).

DIMENSION
Reliability

DEFINITION
The ability to perform the
promised service dependably
and accurately.

Assurance The knowledge and courtesy
of employees and their ability

to convey trust and confidence.

Tangibility The appearance of physical
facilities, equipment, personnel

and communication materials.

Empathy The provision of caring,
individualized attention to

customers.

Responsiveness The willingness to help
customers and to provide
prompt services.

Source: (Zeithaml et al., 1988)
RELIABILITY- Research indicates that reliability is
frequently the most important factor in determining
customer satisfaction, especially in sectors where
accuracy and trust are crucial, such as banking and
healthcare (Cronin & Taylor, 1992), (Kang & James,
2004).

ASSURANCE- It includes things like staff
proficiency, courtesy, and the company's dedication to
customer safety. In sectors like financial services,
healthcare, and legal consultation where -clients
perceive significant risks, assurance is especially
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important (Arasli et al., 2005). Customers feel more
secure and become more devoted to the service
provider when staff members exhibit professionalism
and experience (Ladhari, 2009).

TANGIBILITY- According to Parasuraman et al.
(1988), tangible dimensions of service delivery
include infrastructure, tools, staff appearance, and
communication materials. Consumers frequently
equate the overall quality of the service experience
with the calibre of the tangible components.
EMPATHY- Research indicates that when customers
feel valued and understood, their satisfaction and
loyalty increase significantly (Seth et al., 2005).
Empathy is a reflection of the personalized attention
and care that a service provider offers to its customers
(Zeithaml et al., 2002). It includes factors such as
understanding customer needs, offering individualized
service, and ensuring customer convenience.
RESPONSIVENESS-  According to
responsiveness has a significant role in determining
satisfaction in sectors like

research,

customer
telecommunications, e-commerce, and customer
assistance where efficiency and speed are crucial
(Kang & James, 2004). Reduced customer retention
rates and a bad reputation for the brand are common
outcomes for companies that do not promptly resolve
consumer problems (Arasli et al., 2005).
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ITII. CONCLUSION

the industry, like digitalization, smart transportation
solutions, and service expectations following a
pandemic. Policymakers and transportation service
providers can use the relevant information from this
structured study to improve customer experience,
guarantee long-term customer retention, and improve
service delivery.
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