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Abstract: The rising growth of the urban population has experienced a strong growth of the 

Malaysian ehailing industry as it becomes nowadays most favorable public transport. This 

scenario supported by traffic congestion, unable to afford own car due to high cost of living 

and also rising fuel prices which encourage budget conscious travelers to opt for cheaper 

modes of public transport of getting around. The ride sharing services (RSS) is a relatively 

recent phenomenon in Malaysia. It is the next version of the taxi service, one that can be 

accessed through an app on a smartphone. Since 2016, 80% of Malaysians prefer to Uber and 

Grab over taxis. This might be due to many reasons. Therefore, this study identifies the factors 

influencing customer satisfaction of RSS in Malaysia. The independent variables are mobile 

app, punctuality, safety, comfort, and price; and the dependent variable is customer 

satisfaction. The quantitative methodology used gathered a population size of 200 RSS 

customers of Grab and Uber in the Klang Valley, Malaysia. A questionnaire via google form 

was utilized as a research tool to collect the data on February 2018. The analysis demonstrates 

the influence of mobile app, punctuality and the safety of services on customers’ satisfaction. 

Among all the variables, mobile app is the most influential factor that affects customers’ 

satisfaction of ride-sharing services in Malaysia due to the extensiveness of mobile technology 

and user-friendly applications are the key factors in supporting the e-hailing industry’s rapid 

expansion.  
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Introduction  

Today's modern life depends largely on the use of vehicles to perform daily activities in our 

community (Balachandran I., & Hamzah I., 2017). Increasing vehicle demand and usage lead 

to negative impacts such as limited parking spaces, traffic congestion and time wasting. Public 

transportation plays a crucial role in commuting passengers to work or to places that they 

desire, and more importantly, to reduce traffic congestion. Malaysia has a comprehensive 

public transport system which includes buses, monorail, light rail transit, commuter trains, and 

taxis that provide convenient and quick access to various parts of the city and its surroundings. 

In recent years, the taxi industry in Malaysia has undergone tremendous changes especially 

with the existence of ride-sharing services such as Grab and Uber. It is timely that we now 

look at customers’ satisfaction level towards these services.   

  

Various studies have been done on customer expectations and satisfaction on public 

transportation (O. Sokchan & T. Hengsadeekul, 2018; Rohana et al. 2017; Juan de Oña & 

Rocio de Oña, 2015; Ismail et al., 2012) but focus on ride sharing services especially for Grab 

and Uber has been quite limited. This study therefore intends to identify the factors influencing 

customer satisfaction of ride sharing services in Malaysia.  

 

Literature Review  

Ride-sharing is a strategy used to overcome critical urban traffic problem and falls under the 

broad policy measures of the Transportation System Management. Ride-sharing includes 

carpooling, vanpooling and shared taxi system. The main advantage of this strategy is that it 

does not alter the level of transportation supply in the urban environment but induces travelers 

to use existing vehicles at a higher load factor.  

 

As for now, Uber and Grab are in the business of ride-hailing or ride-sharing services which 

involve offering car transporting services via mobile phone applications (mobile apps). It is 

where consumers and drivers are matched by mobile apps that leverage on the GPS capabilities 

of mobile phones. Uber and Grab are examples of the phenomenon in the current market that 

refer to “sharing economy”. The term is derived from the “sharing” of assets (cars in this case). 

The sharing economy is relatively new in Southeast Asia even though its impact is already 

visible in a few cities in the region. Generally, the sharing economy has made the most impact 

in two sectors – transport and accommodation. Thus, the economy is more likely to flourish in 

countries with a large population living in urban areas. These include Malaysia, Thailand and 

Vietnam. (Cassey Lee, 2016)  

  

Uber and Grab services are based on a ridesharing concept that has proven to be a major success 

in a “shared economy” (Balachandran & Hamzah, 2017). The Uber service delivery begins 

when a rider sends a trip request to the nearest Uber driver. The application will track any 

available Uber car to pick the rider and only then will the location be shown to the driver. 

Based on the General Packet Radio Service (GPRS) or google map used, the driver will take 
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the rider to his or her destination. The rider will then rate a score for the driver. Grab Taxi is 

another smart phone-based taxi booking application (app) pioneered in Malaysia in 2012. The 

taxi booking platform concept is similar to Uber’s as it assigns available taxis on the rider’s 

demand through the mapping and location sharing technology. On March 2018, Grab 

confirmed the acquisition of Uber’s Southeast Asia operations merging both ride sharing 

company operations in the region including Malaysia.   

The impact of the sharing economy has been massive dramatically in such industries like 

transportation, accommodation, e-commerce, tourism and many others. The Southeast Asian 

countries that are the readiest countries to engage with this include Singapore, Malaysia, 

Thailand and Indonesia. According to Mei Lin and Cristopher Dula (2016) reported Grab 

which initially from Malaysia has boosts its market to 30 cities across the Southeast Asian 

countries. It also expanded its functionality that include locally suited transportation booking 

options beyond just taxi services, such as car-pooling and ride-sharing.  

  

Customer Satisfaction  

Emotional reaction influences consumer satisfaction, as well as their thoughts and expectations 

of a product or service performance resulting from consumer experience at certain points of 

time. Favorable customer service experiences are crucial for the success of a company’s 

offering.  

  

According to Ene and Ozkaya (2014) stated satisfaction depends on the customer compare 

what they have obtained with their expectations before they experience on using it. If their 

experience meets their expectation, the customer will be satisfied; if not, he/she feels 

disappointed and will not be satisfied. Furthermore, if the presented features are above their 

expectations, the customer will be delightful.  

  

This is consistent with a survey in India where the researcher has collected data from 120 

respondents with the help of structured questionnaire. The purpose of the survey was to study 

various factors that influence the riders’ behaviour while hiring an app -based cab. Based on 

the findings on the consumer experience regarding e-hailing, the survey showed that majority 

responded highly satisfied with the services offered. The respondents’ experience was referred 

to ease of tracking the taxi driver as one of the benefits that attracts passengers the most towards 

ehailing, others being flexibility in making payment, reduced waiting time, ease of booking 

and information about the fares beforehand. (Dhawan S. & Yadav P.,2018)  

  

While Mouwen (2014) discovered attributes such as on-time performance, travel speed, and 

service frequency as well as personnel/driver behavior and vehicle tidiness as the most critical 

factors that drive satisfaction among public transport (PT) users.   

  

Thus, in the context of services, customer satisfaction refers to an opinion exercised by a 

customer when evaluating a service encounter, including a description of how a service fulfills 

a customer’s needs or expectations.  
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Mobile App  

One of the most important contributors to RSS customer satisfaction is the usage of RSS 

mobile app. Many RSS apps such as Grab and Uber are available in many operating system 

platforms like iOS, Android OS and Windows OS. The availability of app in different 

platforms benefit all mobile users who wish to get RSS services faster, cheaper and with more 

convenience. Any major improvement and innovative display in RSS app such as combination 

of real time information and efficient optimized algorithm would mean better experience for 

the customer (Balachandran I. & Hamzah I., 2017), thus improving overall RSS performance.  

Public vehicle systems provide online/dynamic peer-to-peer ride-sharing services with the goal 

of serving a sufficient number of customers with a minimum number of vehicles and the lowest 

possible cost (Zhu M., Yang Liu. X & Wang X., 2018).   

 

Punctuality  

RSS punctuality is vital. Punctuality here refers to being reliable and arriving on time at the 

passengers’ place for pick-up or at getting passengers to their destination within the expected 

time. However, punctuality also depends on current traffic conditions. According to 

Balachandran & Hamzah (2017), reliability (punctuality) is one of the most influential factors 

determining customer satisfaction besides comfort and tangibility. Other studies suggested 

improvements on service planning and reliability which could mean more convenience for 

transport operators. After all, these latent variables have the greatest effect on global customer 

satisfaction.  

 

Safety  

RSS promises many benefits that lead to customer satisfaction such as safety, cheaper cost, 

better arrival time and many others. Under the safety perspective, many parties are involved 

such as passenger, driver and the vehicle itself. Safety also has been identified to have positive 

impact towards customer satisfaction (Horsu & Yeboah, 2015). Several policies that require 

all RSS vehicles to undergo authorized inspection within a shorter interval can boost RSS user 

satisfaction. It is good for all parties and benefit public safety as well. Other approaches such 

as cashless transaction, real time location monitoring with emergency signals, certified driver 

profile and verified passenger identity also contribute to a higher safety level of RSS usage.  

 

Comfort  

Comfort is the one of the most vital factors that affects people’s perception of the effectiveness 

of a public transport service. Noor et al (2014) analyzed comfort in order to measure customer 

satisfaction of service quality towards public bus service. A survey of 987 public transport 

users in Kota Kinabalu was used to analyze a total of 24 parameters of satisfaction. The factor 

analysis revealed that PT users were dissatisfied mainly due to congestion and lack of facilities 

for the elderly and disabled person. Thus, it is important to ensure that the PT users felt comfort 

in using their services since it will influence the users’ satisfaction.  

  

This is consistent with a survey that was conducted by Balachandran & Hamzah (2017) where 

the respondents who had experiences in the ride-sharing service in Malaysia had given feedback 

that comfort was the most influence factor after tangible and reliability towards their satisfaction.   
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A recent study by Khuong and Dai (2016) investigated factors affecting customer satisfaction 

and customer loyalty of local taxi companies in Ho Chi Min. The survey on 288 respondents 

showed comfort and price indirectly affecting customer loyalty through the mediation of 

satisfaction. Therefore, if the average level of satisfaction towards comfort and price were at a 

good level, then the level of customer loyalty would also be high. Thus, comfort will definitely 

influence customer satisfaction of RSS since it is a new mode of public transport in the Klang 

Valley.  

 

Price   

One of the most important variables leads to customer satisfaction will be the price (Khairani 

& Hijrah Hati, 2017). The RSS provider has several advantages over traditional taxi services 

(Cassey Lee, 2016) and could be the answer to the rising cost of public transport that seems to 

plague many countries today. Private car owners do not have to pay any fixed daily lease rental, 

they also do not need to operate with high overheads and they do not have to invest heavily on 

infrastructure such as a maintenance workshop and taxi fleet. RSS providers should actively 

implement marketing strategies, especially highlighting price and promotion factors to sustain 

business performance in the transportation industry (Balachandran & Hamzah, 2017).  

  

Development of Research Hypotheses  

To achieve the objectives of the current study, hypotheses of the study have been developed. 

The hypotheses are developed based on the literature review discussed above.  

H1: There is a significant relationship between Mobile App and Customer Satisfaction.  

H2: There is a significant relationship between Punctuality and Customer Satisfaction.  

H3: There is a significant relationship between Safety and Customer Satisfaction.  

H4: There is a significant relationship between Comfort and Customer Satisfaction. 

H5: There is a significant relationship between Price and Customer Satisfaction.  

  

This study derived a conceptual framework as illustrated in Figure 1 where the mobile app, 

punctuality, safety, comfort, and price are independent variables and customers’ satisfaction is 

the dependent variable.  
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Research Methodology  

This research applied quantitative approach to gain deeper and detail understanding of the 

relationship between the constructs. For this research, a simple random sampling method was 

utilized to collect a sample size of 200 customers of RSS such as Uber in the Klang Valley. 
This sample was collected from the customers that use RSS in the Klang Valley. In order to 

get the data, a questionnaire via Google Forms was used for this purpose. Data or respondents’ 

feedback was collected on February 2018 through Google Forms website. To assess the main 

features of this research, 37 questions were prepared through six main variables; customer 

satisfaction level (dependent), mobile application, punctuality, safety, comfort and the price. 

The scale of measurement used in this research is the five-point Likert scale. 200 samples were 

collected to ensure that the data obtain in sufficiently enough for further analysis. Multiple 

regression analysis will be utilized in order to determine the existence of relationship between 

the dependent and independent variables.  

  

There were 69.5% female respondents whose age ranged between 15 to 35 years old. 72.8% 

were teenagers aged between 21 and 27 years old. Most of the respondents used the RRS on 

the weekends, while 55.6% of them liked to use the Grab car compared to Uber.  

  

To assess the reliability of the questionnaire, Cronbach’s Alpha coefficient (CR) was utilized. 

The results from this test revealed that all the CR was above 0.70 which indicates that the 

questionnaire was reliable (Griethuijsen et al, 2014). Further analysis can be conducted by 

using the questionnaire.   

 

 

 

 

 

  

  

  

  

  

  

  

  

Fig ure  1 :   Conceptual Framework   

Mobile App   

Punctuality   

Safety   

Comfort   

Customer s’   

Satisfaction   

Price   

H 1   

H 2   

H 3   

H 4   

H 5   



39 

 

 

    

     Table. 1: Reliability Test Result  

 Construct  Cronbach’s Alpha ( CR)  

 Customer Satisfaction level  0.820  

 Mobile application  0.780  

 Punctuality  0.708  

 Safety  0.818  

 Comfort  0.907  

 Price (price)  0.776  

 
  

Result  

The research hypotheses were tested using a multiple linear regression analysis. The 

multivariate analysis analyzed causal relationship between the response variables and 

predictors. The estimation of this model is based on the maximum likelihood method that 

maximizes the likelihood function of the estimator. Table 2 shows the results of the multiple 

regression analysis and the significant coefficients.  

  

The result depicted the satisfaction level for RSS as contributed by mobile application (p-value 

= 0.000), punctuality (p-value = 0.018) and safety (p-value = 0.000). The reported measures of 

variation, R2 is 0.680 indicating that 68% of the total variation exists in the ride sharing services 

satisfaction level is being explained by the mobile application factor, the punctuality of the 

services and also the safety measures that exist in the services provided. Out of these three 

factors, the analysis provides evidences that mobile application factors (β = 0.454) contribute 

the most towards ride sharing satisfaction followed by safety (β = 0.277) and punctuality (β = 

0.127). Therefore, it can be concluded that H1, H2, and H3 are supported while H4 and H5 are 

rejected.   

Table 2: Coefficient Table  

 

 Model  Standardized  t  Sig.  Collinearity  Coefficient of  

 Coefficients  Statistics  Determination  

 
 (Beta)    (VIF)  (R2)  

(Constant)    1.882  .061       

Mobile Apps  

Punctuality  

Safety  

.454  

.127  

.277  

7.309 

2.383  

4.328  

.0001  

.018***  

.000***  

2.920 2.160  

3.100  

  

  

  

0.680  
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Comfort  -.048  -.750  .454  3.136   

Price  .109  1.537  .126  3.786   

1 Significance at 0.05  

 

After obtaining the significant variables from the analysis, diagnostic checking such as the 

presence of multicollinearity was conducted onto the model to ensure fitness. Multicollinearity 

can be defined as the existence of relationships among the predictors or that there is a linear 

combination among the predictors. This condition can be described as the violation of the 

assumptions of linearly independent among the predictors (Adeboye, Fagoyinbo & Olatayo, 

2014). The occurrence of multicollinearity can be detected using the variation inflation rate 

(VIF). VIF over 10 starts indicates the presence of multicollinearity. Based on the table above, 

it can be seen that all the VIFs are less than 10 depicting that multicollinearity does not exist 

in the developed model. For this model also, there is no outliers and a sample size of 200 is 

sufficiently enough for a regression analysis using a rule of thumb.   

  

Discussion and Conclusion  

From the multiple linear regression analysis, we found that the satisfaction level of RSS in the 

Klang Valley is influenced by mobile app, punctuality, and the safety of the services. Through 

the linear regression output for customer satisfaction, we found that the most influential factor 

is the mobile app followed by safety, and punctuality. Meanwhile, comfort and price do not 

positively influence customer satisfaction.  

  

This study will benefit the RSS providers. The research results imply that to enhance customer 

satisfaction, more effort should be exerted to maintain performance on these three dimensions; 

mobile app, safety, and the punctuality. The researchers recommend the RSS providers to focus 

more on comfort and price because both factors do not influence the customer satisfaction. In 

order to sustain their business in the transportation industry, they should improve the comfort 

of their services and they can actively implement promotion or coupon redemption as their 

marketing strategy.   
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