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Abstract The COVID-19 outbreak is a global
pandemic that is now widespread across the world.
Malaysia government has implemented the Movement
Control Order (MCO) or so-called massive restriction in
Malaysia. The restriction amongst others includes that the
public is advised to stay and work from home. Only the
essential services are allowed to operate at capacity within
the stipulated Standard Operating Procedures (SOP).
Public transport operation is considered as essential
services that need to provide people with mobility and
access to employment, community resources, medical care,
and recreational opportunities in communities. This study
aims to identify the impact of COVID-19 pandemic on
urban public transport in Kuala Lumpur, Malaysia. The
objectives include: to determine the change of ridership
trends, to measure the Customer Satisfaction Index (SCI)
and Loyalty Index (CLI) in taking consideration of the
current COVID-19 SOP provided by public transport
operators. The questionnaire survey was distributed via
online and received 401 respondents. The results show
significant decreases in ridership and new mobility patterns
emerge from public transport to private cars. The
COVID-19 pandemic also impacted the CSI and CLI value
for both public transport services-bus and rail within the
urban public transport users. The highlights of public
transport users' concern on using the public transport

during this pandemic will be discussed.

Keywords COVID-19 Pandemic, Public Transport,
Customer Satisfaction Index (SCI), Customer Loyalty
Index (CLI)

1. Introduction

Malaysia had detected their first case of COVID-19
outbreak on 25th January 2020 and the first Malaysian
was confirmed with COVID-19 outbreak on the 4th
February 2020. The number of reported positive cases
grew rapidly in March 2020 and Malaysia confirmed two
(2) COVID-19 related deaths on 17th March. As the
number of positive cases increased relatively high on
March 16, the Prime Minister of Malaysia announced a
Movement Control Order (MCO) in order to reduce the
rapid spread of COVID-19 [2].

Nevertheless, the current easing of the MCO or so-called
massive restriction in Malaysia presents a threat to public
transportation. Public transportation system is one of the
most important components that provide people with
mobility and access to employment, community resources,
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medical care, and recreational opportunities in
communities. Public transportation also helps to reduce
various problems such as traffic congestion, increased
travel time, and environmental pollution due to the
dependence of the community on private vehicles [9].
There are many challenges and difficulties during the
COVID-19 pandemic. The rail services had to run at half of
normal capacity and bus services were reduced to 30% of
normal capacity due to the Standard Operating Procedure
guideline that must be followed during the Movement
Control Order (MCO) [1]. The impact of pandemics on
ridership can be seen clearly from the reported data from
major public transport operators in Malaysia. The trends of
ridership show during the normal pre-MCO Rapid KL can
reach 750,000 passengers daily but drastically down to
200,000 people a day during the MCO. The total ridership
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of bus services under the Rapid Bus has decreased from
429,000 daily before the MCO in March to only 180,000
daily riders which decreased by 58% [7].

Based on Fig. 1, the ‘U-Shape’ recovery forecast the rail
and bus services ridership dropped by nearly 85% to 95%
during the phase 1 Movement Control Order (MCO) period
from 18th March till 3rd May 2020 compared to the
original forecast. During the preventive measure phase 5
Conditional Movement Control Order (CMCO) from 4th
May till 9th June 2020, daily ridership dropped by nearly
60% to 85% relative to normal ridership prior to the
COVID-19 outbreak. The assumption during RMCO 10th
June till 31st August 2020, the ridership dropped by 30% to
60% relative to normal ridership but to be expected 100
percent capacity allowed for rail and bus services and
operation back to normal.

U-SHAPE RECOVERY FORECAST-RAIL & BUS RIDERSHIP

Daily Ridershi

Actual & Forecast during Recovery MCO (RMCO

Percentage inc / dec in Rail and Bus Daily Ridership during and post MCO relative to Normal
Ridership prior to COVID 1% Outbreak

Source: Rail & Bus from January 2020 till December 2020
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Figure 1. ' U-Shape' Recovery forecast-rail and bus ridership [7]
" " 1
Ridership (‘000) JEEXJ @ 2018 Average Weekday
Rl o0 | | 783435 |
736,921 734,337 759,501 755,560
w00 -43.5%
400

YTD Apr 2020 : 509,863
YTD Apr 2019 : 745,580

-31.7%

Highest Recorded Weekday Ridership

891,604

31 Dec 2018

Figure 2. Rapid rail ridership [7]
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Rapid rail ridership has taken a hit from the COVID-19
outbreak where according to data collated by Prasarana
Malaysia Berhad in Figure 1.2, rapid rail (LRT, MRT,
MONORAIL) ridership has decreased significantly. Prior
to COVID-19, rapid rail by Prasarana Malaysia Berhad
Services recorded the highest weekday ridership at around
891,604 by the end of December 2019.

With many residents working from home (WFH) and
rail services operate at half of the normal capacity during
the preventive measures MCO period, the average
weekday transit demand shows that ridership in March had
already fallen by 759,501 ridership before the pandemic to
429,466 during the pandemic. Due to the MCO period with
people at home, ridership in April was down a massive
93.6 percent on the year before. Rapid rail ridership has
plunged by 31.7 percent from 746,580 Year to Date (YTD)
April 2019 to 509,863 YTD April 2020.

Many regular public transport passengers have made
drastic decisions to change their mobility patterns from
public transport to private vehicles such as private amidst
the COVID-19 health threat as a safety measure and even
rethink to consider whether it is safe or not to take public
transportation amid the COVID-19 pandemic [5]. Many
unhealthy stereotypes on the believed that public transport
can be the major spreader COVID-19 should be avoided.

Thus the public transport operators should gain public
transport users trust by providing major priority on
customer’s safety and health. The relationship between
trust and satisfaction was discussed in taking
consideration of COVID-19  Pandemics.  The
implementation of COVID-19 protocol or Standard
Operating Procedures (SOP) was significantly effected
customer trust thus effected customer satisfaction and
loyalty [6]. According to public-health experts, public
transportation may pose a relatively low risk of infection if
passengers follow the guideline by wearing masks and
adhere social-distancing. However, this risk may also
depend on the passenger's seat and how long the passenger
is traveling [8]. The concerns arising from this discussion
may also impact the travel pattern, customer satisfaction
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and loyalty amongst public transport users during this
COVID-19 pandemic and therefore will reduce the public
transport ridership in Malaysia.

This paper aims to study the impact of COVID-19
pandemics on public transport sectors in Malaysia. The
objectives include a) to identify the current ridership trend
b) to determine the factors affecting the choice of regular
public transit customers to change their mobility patterns
during the COVID-19 pandemic and c) to measure the
Customers Satisfaction Index (CSI) and Loyalty Index
(CLI) of public transport users during the COVID-19
pandemic.

2. Methods and Discussion

The primary focus of this study was on the primary data
obtained from questionnaire surveys. The data were
gathered via online and disseminated to public transport
users. The scope of this study covers Kuala Lumpur and
Selangor areas and therefore covers bus and rail services
within Central Business District (CBD) areas. The
concentration of discussion was given to measure the CSI
and CLL

2.1. Methodology Flowchart

Fig. 3 displayed the research methodology flowchart
used in this study. The formulation of the problem
statements leads to several objectives that were set to be
obtained in this study. The source of early information
was gathered from secondary data collection that was
obtained from various sources e.g journal articles. The
major data obtained from this study were gathered from
primary data collection via questionnaire survey. The
sample size was obtained using Raosoft Survey tools. The
sample size suggested in this study is about 400
respondents. The data gathered were cleaned, sorted,
categorized and coded before several analyses conducted
using the Statistical Package for Social Sciences (SPSS)
that was used as an analysis tool in this study.
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Figure 3. Research methodology flowchart

2.2. The Questionnaire Survey Design

The questionnaire was designed to achieve objectives as
stipulated in this study. The section includes:

1. Section A: Survey Information

il. Section B: Demographic profile
1ii. Section C: Travel Information
iv. Section D: Customer Satisfaction
v. Section E: Customer loyalty
Vi. Section F: Recommendation

The Likert Scale used in this study provides the
description in five (5) points measuring the following a)
Customer Satisfaction from scale 1 — very dissatisfied to
scale 5 — very satisfied b) Customer Loyalty from scale 1
— strongly disagree to 5 — strongly agree).

2.3. Data Analysis

A descriptive analysis was carried out to compile a set of

data that represents the entire population or a sample size
that helps the researcher to understand the analysed data
through tables, charts, graphs, and general discussion [10].
Pearson correlation was used to establish the relationship
between the variables. Pearson correlation examines the
occurrence of a statistically significant correlation between
two variables (given by a p-value) as well as strength
(given by the coefficient r between -1 and +1). A positive
correlation indicates a positive relationship that increases
the values of one variable as another variable’s values
increase. On the other hand, a negative correlation
indicates a negative relationship that decreases the values
of one variable as another variable’s values decrease [3].

3. Result

The following discussion reflects the feedback from
401 respondents participating in this survey that consists
of 22% bus users and 78% rail users. The demographic
profiles were tabulated in Table 1.
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Table 1. Demographic Profile

Item Particular Frequency Percentage
(%)
Female 233 58.1
Gender Male 168 41.9
Total 401 100
. . Malaysian 401 100
Citizenship Total 401 100
Under 18 2 5
18-35 280 69.8
Age 36-55 110 27.4
56 above 9 2.2
Total 401 100
Gozzzilem 107 267
H " 17 4.2
lousewife 129 129
Private sector
. . 8 2.0
Occupation Retiree
78 19.5
Self-employed
52 13.0
Student
Unemployed 10 25
ploye 401 100
Total

The respondents in this

survey consisted of 58.1%
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female and 41.9% male — all respondents were Malaysian
citizens. The highest percentage of group age that
responded to the survey was 18-35 year (69.8%) followed
by 36-55 year (27.4%). By type of occupation, the highest
group of respondents works in the private sector (32.2%),
followed by government sector (26.8%) and self-employed
(19.5%).

3.1. Public Transportation Ridership Trend during
COVID-19

Public transport user feedback on their travel pattern
before and during COVID-19 is shown in Table 2. The
parameters measured were the trip frequencies during
weekends and weekdays. Trip frequency of ‘more than 5
times a week’ recorded a significant decrease from 72%
before the pandemic to 31% during the pandemic. There is
a significant change of travel pattern during weekends
from ‘once in the week’ (72%) before pandemics to ‘one in
the while’ (76%) during pandemics.

Table 2. Travel Information (Weekdays and Weekends Trip Frequency)

Item Particular Frequency Percentage
>=5 times a week 289 72.1
3 times a week 35 8.7
Weekdays trip frequency 4 times a week 39 9.7
before the Covid-19 Once a week 7 1.7
pandemic Once in a while 14 3.5
Twice a week 17 4.2
Total 401 100
>=5 times a week 124 30.9
3 times a week 138 344
Weekdays trip frequency 4 tlm;:jereek 179 3‘;
DURIT)S;:;IE:VM-IQ Oncc? a weelf 23 5.7
Once in a while 17 4.2
Twice a week 73 18.2
Total 401 100
Never 5 1.2
Weekends trip frequency Once a week 288 71.8
BEFORE the Covid-19 Once in a while 19 4.7
pandemic Twice a week 89 22.2
Total 401 100
Never 24 6.0
‘Weekends trip frequency Once a week 70 17.5
DURING the Covid-19 Once in a while 303 75.6
pandemic Twice a week 4 1.0
Total 401 100
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Due to several phases of MCO implemented by the
Government, the encouragement of ‘new norm’ style of
working and learning was introduced. Table 3 presents the
frequency and percentage of the Work from Home (WFH)
and Online Distance Learning (ODL). About 58.9%
respondents WFH and 99.6% ODL, the result of WFH
reflects the higher percentage of respondent works at
Private sectors, thus may reflect categories of essential
services (e.g. frontlines). All levels of education were
encouraged to conduct via online modes. These two (2)
major contributors as public transport users reflect the
ridership numbers and travel pattern especially at CBD.

Table 3. Travel Information (WFH and ODL Frequency)
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The first-miles and end-miles trips are also indicating the
difference in travel patterns before and during pandemics.
Table 4 described respondent’s feedback on the selection
of transport modes getting to and from public transport
transit stations or bus stops. Before pandemics, most public
transport users were using buses (66.8%), followed by
LRT/MRT/Monorail (25.7%) for their first-miles trips. For
end-miles, the preferences are bus (58.6%) and followed by
Taxi/E-Hailing services (36.2%) as transport modes. The
pattern changes during pandemics that public transport
users prefer to take taxi/E-Hailing (63.1%) services for
their first-miles modes and use their own cars (91%) to
reach their final destination. This pattern shows that the

ltem Particular Frequency | Percentage public transport users were very much concerned about the
No 150 414 spread of COVID-19 in relation to their travelling.
Work from Home . . .
(WFH) Yes 212 58.6 Therefore, the next section will discuss further the factors
Total 362 100 that are associated with the public transport users
Online Distance No 1 0.4
Learning Yes 246 99.6 concerned factors.
(ODL) Total 247 100
Table 4. Travel Information (The First and Last-Mile Trips)
Item Particular Frequency Percentage (%)
. 0 0
Bicycle 268 66.8
Bus 103 25.7
To the station from house LRT/MRT/Monorail ) 0 5
before the Covid-19 Motorcycle '
. . 17 42
pandemic Private Car (Own Car) 9 29
Taxi/E-Hailing Car (i.e: Grab) Walking 2 0' 5
Total 401 100.0
. 1 0.2
Bicycle 40 100
Bus 75 18.7
. LRT/MRT/Monorail .
To the station from your Motoreyele 2 0.5
house during the Covid-19 . b4 26 6.5
andemic Private Car (Own Car) 253 63.1
P Taxi/E-Hailing Car (i.e: Grab) Walking ) 0 5
None '
Total 2 0.5
401 100
. 0 0
Bicycle 235 536
Bus 5 12
Exit the station before the LRT%I:;/CI\;COIZOMH 1 2
Covid-19 pandemic Private Car (Own Car) lfS 336.22
Taxi/E-Hailing Car (i.e: Grab) Walking ) 0 5
Total 401 100.0
Bicycle 0 0
6 1.5
Bus 1 02
LRT/MRT/Monorail 6 ) ’ s
Exit the station during the Motorcycle 365 91' 0
Covid-19 pandemic Private Car (Own Car) 19 4 7
Taxi/E-Hailing Car (i.e: Grab) Walking 3 0' 2
None :
Total ! !
o 401 100.0
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3.2. Factors of Change in Mobility Patterns during COVID-19

Table 5 presents the combination of factors that contribute to public transport user mobility patterns during pandemics.
Nearly half of the respondents believed that the public transportation environment is at high risk for the COVID-19
contagion. In terms of a combination of factors, 44.9% of the respondents were afraid to take public transport during the
pandemic as they believed and have the perception that public transport is riskier in spreading the virus than private
vehicles. The respondents feel uncomfortable being in crowded spaces and confined areas. The level of comfort expressed
their concern of SOP implemented by public transport operators.

Table 5. Travel Information (Factors of Change in Mobility Patterns)

Item Frequency Percentage (%)
Afraid to take PT during pandemic as believe in the perception of PT is riskier than private
vehicles / As a safety measure / Uncomfortable in crowded areas and confined in limited space / 180 44.9
Uncomfortable with the Standard Operating Procedure (SOP) in PT
Afraid to take PT during pandemic as believe in the perception of PT is riskier than private 27 6.7
vehicles / As a safety measure )
Afraid to take PT during pandemic as believe in the perception of PT is riskier than private 19 47
vehicles / As a safety measure / Uncomfortable in crowded areas and confined in limited space )
Afraid to take PT during pandemic as believe in the perception of PT is riskier than private
vehicles / As a safety measure / Uncomfortable with the Standard Operating Procedure (SOP) in 64 16
PT
As a safety measure 25 6.2
As a safety measure / Uncomfortable in crowded areas and confined in limited space 70 17.5
As a safety measure / Uncomfortable in crowded areas and confined in limited space / 16 4
Uncomfortable with the Standard Operating Procedure (SOP) in PT
Total 401 100

3.3. Customer Satisfaction of Standard Operating
Procedure (SOP)

Table 6 presents the comparison means and standard
deviations on each parameter related to public concern on
the safety measures taken by operators. The Likert-scale
used in this survey ranges from 1-Very Dissatisfied to 5 —
Very Satisfied.

There are eight (8) parameters that relate with social
distancing, face mask wearing, visible hygiene measures,
information provided to the public on the importance of
safety and health related to COVID-19 via signages and
announcements, avoiding crowded places and gathering in
groups, and cashless transactions.

The result shows the same elements measured for both
major transport operators. In general, similar patterns were
obtained for both services. Public transport users give
higher rating to parameter 5 — ‘public transport operators
provide signage to encourage the application of face mask
and use of hand sanitizer’ (Mean = 3.29) and parameter 6 —
‘provide public announcement on the important of wearing
face mask and prioritising cleanliness’ (Mean = 3.29) for
PRASARANA services. The same highest parameters 5
(mean=3.30) and 6 (mean=3.26) were obtained for KTMB.
For both services, the lowest score obtained was parameter

7 — ‘the passengers avoid gathering in groups and stay out
of crowded spaces when it is possible especially at transit
stations and stops’ that obtain Mean=2.79 for
PRASARANA services and Mean = 2.73 for KTMB
respectively. Parameter 9 — I will feel confident to use
public transport if proper SOP is implemented. Mean=4.14
for PRASARANA and Mean= 4.15 for KTMB. This value
indicates that 83% of road users will feel confident using
public transport if proper SOP is implemented throughout
public transport services. Overall, in taking consideration
of the existing implementation of SOP in public transport
services for both PRASARANA and KTMB services, the
average result obtained for Customers Satisfaction Index is
60.5.

3.4. Customer Loyalty Index (CLI)

The customer loyalty index indicates the degree on how
much the customer is loyal to use public transport services.
In this case, the value of the CLI obtains in taking
consideration of pandemic impact to public transport
sectors. The transport user feedback is stipulated in Table 7.
The Likert-scale used in these surveys from 1- Strongly
Disagree to 5 - Strongly Agree.
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Table 6. Mean and Standard Deviation of Scores on Customer Satisfaction of SOP

Statement Prasarana Prasarana KTMB thl(\;[B
Mean Std.Dev Mean :
Dev.
Publlc.transport operators prm{lde .markm‘g.of sea.ts an.d star{dmg 3.06 0355 306 0348
locations for passengers to maintain requisite social distancing.
Public transport users follow social distancing guidelines. 3.03 0.359 3.02 0.327
Public transport operators encourage mask-wearing in public 312 0459 305 0335
transport.
Mask-wearing, ?oclal distancing, and visible hyglefle measures in 303 0359 302 0335
public transport are all seen as reassuring.
Public transport operators provide signage to encourage the
R " 3.29 0.536 3.30 0.536
application of facemask and use of hand sanitizer.
) Provide public am.louncement facilities o.n t%le.: l"all about.the 329 0527 326 0482
importance of wearing a face mask and prioritizing cleanliness.
The passengers avon.d gatherm.g in groups 2'llld st'ay out of crowded 279 0543 273 0511
space when possible, especially at transit stations and stops.
The operators enco‘urage online ticket purchases and usage cards 308 0.349 309 0341
non-cash transactions such as monthly passes and Touch n Go.
Table 7. Mean and Standard Deviation of Scores on Customer Loyalty Index
Prasarana Prasarana KTMB
Statement Mean Std.Dev Mean KTMB Std.Dev
I will continue my journey by PT
although there are strict SOP 2.64 0.657 2.61 0.569
guidelines that must be followed.
I will con‘tm‘ue to use PT e‘ven while 1.90 0883 173 0651
still in the pandemic.
The PT services are the
transportation I plan to use after the 3.08 0.372 3.00 0.100
outbreak ends

The parameter of CLI measuring parameter 1- the
willingness of public transport users to continue using
public transport although there are strict SOP guidelines
need to be followed. Parameter 2 - the willingness to
continue using public transport even while still in
pandemic and parameter 3 - willingness to continue using
public transport after the outbreak ends.

The result has obtained a similar pattern of feedback for
both PRASARANA and KTMB services in taking into
consideration three (3) different situations. For
PRASARANA, the public transport user considering to
continue using the services with Mean =1.90 and increases
slightly the agreement to continue using the service even
there are strict SOP must be followed (Mean= 2.64).
Meanwhile for KTMB services, the public transport user
considering to continue using the services with Mean =1.73
and increases slightly the agreement to continue using the
service even there are strict SOP must be followed (Mean=
2.61).

In consideration the outbreak ends, the public transport
users will continue using the public transport services
offered by PRASARANA and KTMB with the CLI of 62
and 60 respectively. The result has shown that the public
transport will remain significant as their mode of transport
in considering various situations as measured in the study.

3.5. Correlation Analysis

Table 8. Pearson’s Correlation Coefficient

R';‘:::};p Cstwith | |
the SOP
Cpearls?.“ 1 4397 | 480"
Ridership orrefation
Trend Sig. (2-tailed) .000 .000
N 401 401 401
Pearson o »
Customers Correlation 439 1 594
Satisfaction - -
with the SOp | Sig. (2-tailed) .000 000
N 401 401 401
Pearson - ”
Customers Correlation 480 594 1
Loyalty Index | o302 tailed) | 000 000
(CLID)
N 401 401 401

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

Further analysis was conducted using Pearson
correlation in Table 8, to examine the occurrences of a
statistically significant correlation between two variables
(given by a p-value) as well as strength (given by the
coefficient r between -1 and +1). If the finding is
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significant, we presume that there is a connection [3]. The
correlation analysis focuses on the correlation connection
among the independent variable ridership trend, customer
satisfaction with the SOP and Customer Loyalty Index
(CLI). The Pearson’s coefficient of correlation (r) is used
as an indicator of the association strength and relationship
among the two variables.

The Pearson correlation coefficient shows there is a
significant low positive correlation between ridership trend
and Customer Satisfaction with the SOP (r=.439, p <.01).
The Pearson correlation coefficient between ridership trend
and Customer Loyalty Index (CLI) shows there is a
significant low positive correlation (r = .480, p < .01).
However, the analysis has shown that the customer
satisfaction and Customer Loyalty Index (CLI) show a
significant moderate positive correlation (r =.594, p <.01)
based on this public transport user feedback.

4. Discussion

The COVID-19 pandemic had significant impacts on
ridership trends as well as the operations and provision of
public transport services. The current COVID-19
pandemic situation could pose challenges and major
impacts to public transportation, even if the virus has
subsided. This study has found that public transport users
believe that the public transportation environment is at high
risk for the COVID-19 contagion. Few suggestions based
on the findings of the satisfaction towards the current SOP
implemented by the public transport operators will be
discussed. The suggestion can be considered to gain the
confidence of public transport users in using public
transport services even during this COVID-19 pandemic.

Public transport operators are suggested to give serious
attention to keeping passengers safe and feel safe at all
times. Information about the actions taken by public
transport operators in combating COVID-19 should be
clearly communicated and provided within the services via
official website, social media mediums to reach public
transport users. This may gain public transport users
confidence in continuing using public transport even at this
difficult situation.

Safe work procedures for the prevention of COVID-19
need to be emphasized by ensuring all public transport
users and the public transport operator’s staff did the health
screening before entering public transport premises
especially before starting the work for staff. The frequency
of disinfection services may need to be increased in order
to minimize transmission on public transport. Schedule
disinfection services e.g. timetable should also be
displayed and announced to public transport users.

Moreover, public transportation requires an action plan
regarding Standard Operating Procedure (SOP) as more
people are only moderately satisfied with SOP in public
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transport. The public transport operators must be providing
hand sanitizer and hand washing facilities to improve
public transport users confidence using public transport
services.

Both public transport users and operators are required to
sanitize their hands and are required to wear face masks at
all times within the public transport premises. Transport
operators need to ensure enabling physical distancing in
public transport and stations by marking 2m spots. Using
technology such as contactless systems, and automated
sanitization contributes to a better public transport system
that promotes better health and safety.

Proactive action from public transport operators is
required, knowing the fact that all SOP is implemented, the
strict enforcement should always be in place, continues
reminders should be announces and places in all media (e.g.
social media) thus public transport user will be more aware,
well informed and have a perspective that the operators
really care on public transport users safety.

5. Conclusions

This paper highlighted the factors affecting the choice
of regular public transit customers to change their
mobility patterns during the COVID-19 pandemic. Public
transport users preferred to self-drive amidst the
COVID-19 pandemic and started to avoid public
transportation as a safety measure and they believed in the
perception that public transport is riskier than private
vehicles. On the other hand, people with access to a car,
began to drive more in response to avoid crowded and
confined/limited spaces within rail and bus services.

This study measured the Customer Satisfaction Index
(CSI) in taking consideration of all SOP implemented by
the public transport operators. The result of CSI obtained
on average is 65. This value indicates lower satisfaction
compared with CSI during normal services. The value for
Customer Loyalty Index (CLI) obtained on average is 37.
The Pearson correlation coefficient analysis has found out
that there is significant moderate positive correlation
between the current CSI value obtained with the CLI. The
value obtained for both CSI and CLI is very much related
with the impact of COVID-19 pandemic. This result
indicates that the greater the customer satisfaction of the
SOP for public transport could potentially lead to the
greater value of the Customer Loyalty Index (CLI).

This can be clearly seen from the perspective that
public transport users are aware and always taking safety
measures in their current mobility needs especially with
public transport to avoid the 3Cs-Crowded places, Close
contact, Confines and enclosed spaces. Proactive
measures should be implemented aggressively by public
transport operators to gain public transport users and local
community confidence in using public transport even
during this pandemic and continue using the services in
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the future.
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