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ABSTRACT

Emergence of mobility transportation application based has increased the demand on E-hailing
services such new entrants Uber, GrabCar and MyTaxi services have restored in the E-hailing
industry which is increase competition of public transportation. The main purpose of this study
is to study the E-hailing services. The objectives of this research of study is to identify the
characteristics of E-hailing services, analysis the users perspective on the E-hailing services
and to purpose the services of E-hailing towards efficient public transport supply demand
system. This objective is important of the users satisfaction and effect the customers services.
The independent variables of this research are services, comfort, tangible (safety), coupon
redemption and fare and reliability. The methodology used the researcher are quantitative,
qualitative, questionnaire tool via the google form, 50 respondents were participated in this
study and using the sampling method. Based on the analysis, the researcher found that services,
comfort and reliability have positive significant with the users satisfaction. Among all the
factors, comfort is the most influence factor on users satisfaction services in Kota Bharu,
Kelantan. This result will be benefits of E-hailing services to provide well they can improve in
which factor has the least negative on customer’s satisfaction. The researcher can study the
different variables to study the customer satisfaction of E-hailing services in Kota Bharu.



ACKNOWLEDGEMENT

Bismillahorrahmanirrahim

In the Name of Allah SW.T the Most Gracious, Most Merciful. All praise is given to the
Almighty for giving me an opportunity to complete this research study successfully for this
project learning and to embark on my Diploma and for completing this long and challenging
journey successfully. My gratitude and thanks go to my family for the support me.

Besides that, the highest appreciation and gratitude expressed to my supervisor, for giving me
a lot of guidance, help me I learning a process to complete the study and spending his time for
discussion with me. Without his guidance, | would not be able to complete the study on the
time given. | also want to thank you as Planning Project Paper Coordinator, for her guidance,
tolerance, supervised and reminded us the important dates during this semester.

Last but not least, most thankful to all my friends for supporting and encouraging me in
completing this thesis. This accomplishment would not have been possible without them. All
your kindness will be never forgotten. Thank you.



TABLE OF CONTENT

CONFIRMATION BY PANEL OF EXAMINERS

AUTHOR’S DECLARATION

ABSTRACT

ACKNOWLEDGEMENT

TABLE OF CONTENT

LIST OF TABLES

LIST OF FIGURES

CHAPTER ONE: INTRODUCTION

11

1.2

13

14

1.5

1.6

1.7

Introduction

Problem Statement

1.2.1 E-hailing services are three times more expensive than bus
1.2.2 Quality of Service E-hailing

1.2.3 User Adoption of E-hailing Service and its Influencing Factors
Goal and Objectives

131 Goal

1.3.2 Obijectives

Scope of Study

Research Methodology

Site Background

Summary

Pages



	USERS SATISFACTION TOWARDS E-HAILING SERVICES IN KOTA BHARU, KELANTAN
	DECLARATION
	ABSTRACT
	ACKNOWLEDGEMENT
	TABLE OF CONTENT
	CHAPTER ONE
	1.1 INTRODUCTION
	1.2 PROBLEM STATEMENT
	1.3 GOAL AND OBJECTIVES
	1.4 SCOPE OF STUDY
	1.5 RESEARCH METHODOLOGY
	1.6 SITE BACKGROUND
	1.7 SUMMARY

	CHAPTER TWO
	2.1 INTRODUCTION
	2.2 E-HAILING
	2.3 FACTORS AFFECTING SERVICE QUALITY ON E-HAILING
	2.4 SUMMARY

	CHAPTER 3
	3.1 INTRODUCTION
	3.2 RESEARCH PROCESS AND METHODOLOGY
	3.3 DATA COLLECTION METHOD
	3.4 DATA ANALYSIS
	3.5 FINDING
	3.6 SUMMARY

	CHAPTER FOUR
	4.1 INTRODUCTION
	4.2 SUMMARY OF FINDINGS
	4.3 RECOMMENDATIONS
	4.4 CONCLUSION

	REFERENCES
	APPENDIX

