
Proposals for Continuous Quality Improvement of Public Transportation
Federal District Using SERVQUAL

Authors : Rodrigo Guimarães Santos
Abstract : The quality of public transport services has been considered as a critical factor by their users and also by users of
individual transport. Thus, this dissertation aims to adapt a model that assesses the quality of public transport and determines
its level of service based on the views of its users. The methodology is widely used by marketers and allows measuring the
quality of services by assessing the perceptions and expectations of users. The adapted SERVQUAL was tested with users of
public transport service users and car in Brasília-DF, city of Brazil. This research involved 241 questionnaires answered by
people living in the various administrative regions of Brasília-DF. The analysis of the determinants pointed out that the quality
of the public transport service offered in the city is low and users of public transport and cars have a high degree of
expectations  for  improvement  in  all  tested  determinants.  This  method  enabled  the  identification  of  the  most  critical
determinants and those needing strategic actions for continuous improvement of quality. Adapting the SERVQUAL for a public
transport service was satisfactory and demonstrated applicability to internal and external services, including measuring the
public transport services in other cities with the opinion of the users.
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