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INDEPENDENT SURVEY CONFIRMS QUALITY OF GABS SERVICES
Golden Arrow Bus Services (GABS) is committed to constantly improving on our service offerings
and we remain ever cognisant of the integral role that we play in ensuring that our passengers are
able to get to work and school. We are guided by our mission statement which calls on us to
operate safe, reliable passenger transport services which are designed to meet the needs of our
passengers.
For this reason Golden Arrow commissions a biennial Customer Satisfaction Survey in order to
measure how effective our services are in meeting the needs of our 230 000 passengers. The
survey measures passengers’ perceptions and expectations of the services in line with the
performance and evaluation criteria of the operating subsidies allocated by government and
international best practice benchmarks.
The 2016 survey was independently conducted by the Department of Mathematics and Physics of
the Cape Peninsula University of Technology (CPUT) and took place between 9 and 13 May 2016.
Passengers were surveyed via face-to-face questionnaires at major transport interchanges
including Golden Acre in Cape Town, Town Centre in Mitchells Plain, Khayelitsha, Bellville,
Killarney and Wynberg and a total sample of 2573 respondents were interviewed.
The Results
Seven major service attributes formed the basis for the Perceived Service Quality (PSQ) index and
these included; affordability, convenience and accessibility, physical quality of service, on-board
experience, safety and security, customer relations and staff courtesy and corporate citizenship.
The demographic profile of GABS passengers reveals that there is a 60-40 split in favour of female
passengers with most self-identifying as Black African (59%) or Coloured (38%). In terms of the
total number surveyed, 75% are currently employed; with an even split of 44% without a matric
qualification and 43% matriculants. The majority of passengers earn between R2000 and R9000
per month in take home pay, with 67% earning less than R4000.
Half (50%) of GABS passengers scored as ‘satisfied’ on the PSQ index with items weighted
according to perceived importance, while 11% scored as ‘Very satisfied’. About one-third of the
passengers (32%) fell into the ‘Neutral’ range, while a small minority could be classified as
‘Somewhat dissatisfied’ (6%) or ‘Very dissatisfied’ (1%).
When asked directly about their overall level of satisfaction, 69% of passengers scored a 4 or 5 out
of 5, indicating a moderate to a high degree of satisfaction. Furthermore, fully 90% of passengers
indicated that they would be willing to recommend the GABS service to others. The short-term
outlook for GABS’ market share looks positive, with 89% of passengers indicating that twelve
months from now they intend to use GABS as often as or more often than they do now.
On the whole, the results of the survey confirm that GABS is serving its passengers well across all
indicators of service quality. There are, however, areas where improvements can be made.
Based on an Importance-Performance Analysis (IPA), areas identified as priorities for intervention
include availability and condition of bus shelters (a municipal function), level of safety from crime at
bus stops and terminals, amount of time spent waiting for a bus, availability of route and timetable
information, availability of buses when needed, and convenience of bus stop locations.

-2Golden Arrow will carefully study all of the findings in order to address the concerns raised by the
survey. Where the issues raised do not fall within our authority we will continue to lobby those
responsible. We would also like to urge all our passengers to contact us with any concerns or
suggestions that they may have as it is our firm belief that the customer survey is only part of the
continuous process of gauging the needs of our passengers.
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