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Abstract- Busan Metropolitan City has employed bus quasi-public operating system as part of vitalizing public 
transportation since 2007. After adopting the system, thanks to reorganizing routes and improving fare system, there was 
increase in the number of passengers for a certain periods. But, the number of passengers has been in a declining trend, 
again. It implies that a system-wise improvement has limited effect on the growth in the use of intra-city buses. This study, 
therefore, reached a conclusion that there should be a new way to increase bus usage, which led to analysis the advance of 
safe driving and friendly service. A survey, which consists of 8 items for safe driving and 16 for friendly service, was 
conducted targeting passengers and the bus-drivers. By doing this, the study considered the means to upgrade safe driving 
and friendly service of the buses in Busan. 
 
Index Terms Public Transportation, Intra-City Bus, Safe Driving, Friendly Service 
 
I. INTRODUCTION 
 
1. The background and purpose of the study  
Due to low birth-rate, aging, and a large portion of 
private cars in transport, the demand for the buses in 
the city has been continuously decreasing. The city is 
trying to escalate the demand for public transport 
through supply-centric services such as reorganizing 
routes, Bus Rapid Transit, and more. But the effect is 
not significant. This can be attributed to the fact that 
the degree of passengers' real satisfaction with 
facilities and systems has been lowered compared to 
the past. Not only improving facilities and systems, 
but developing safe driving and kindly service is 
required to raise the demand for the buses.  
This study surveyed passengers and the drivers on the 
buses and found out what their evaluation of safe 
driving and pleasant service was. Based on the 
findings, it presented the way to promote safe driving 
and friendly service as a means of increasing the use 
of the buses in Busan. 

 
2. The contents and methods of the research 
This study conducted a survey on safe driving and 
kindly servicetargeting bus passengers and drivers of 
Busan. For this, it carried out a survey targeting 
passengers at seven major transfer centers in the city 
and drivers at 33 bus companies. Based on the results, 
this study did a comparative analysis on items - 8 for 
safe driving and 16 for friendly service to which the 
respondents gave weight.  
 
3. Existing literature review  
While existing research on the service level of the 
buses emphasized physical facilities, there were some 
studies that stressed safety and kindness matter which 
could be provided by the drivers as well. It is thought 
that the current facilities for the buses are well-
prepared and, as mentioned above, there are 
limitations to enhance using buses through facilities. 

Thus, new researches on safe driving and friendly 
service as part of efforts to increase using the buses 
are required. While there are many studies on the 
passengers, researches on the drivers, one of main 
service providers, are not enough.  
The study makes a difference by considering the 
passengers and drivers together with respect to safe 
driving and kindly service. 
 
II. COLLETING DATA 

 
1. Outline of the survey  
The survey targeted the passengers and drivers of 
buses in Busan. For the passengers, seven major 
transfer centers in the city were selected for the 
survey. Researchers visited to question the drivers of 
33 bus companies in Busan. Table 1 shows the 
outline of the survey.  
 

 
Table 1: Outline of the Survey 

 
2. The characteristics of respondents  
The respondents of Passenger were 150 males 
(43.4%) and female 196(56.6%).By age, 20s was the 
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largest part and followed by 10s, 30s, 50s, 40s, and 
60s or more. On average number of taking buses per 
week, less than 5 was the largest part and   followed 
by 10 or less and 10 or more. For average travel time, 
less than 20 minutes was the largest part and followed 
by less than 30, less than 10, less than 40, less than 
60, less than 50, and more than 60.  
The respondents of Bus Driver were 709 males (99.7 
%) and 2 females (0.3 %). By age, 50s was the largest 
part and followed by 40s, 60s, and less than 30s. The 
career could be broken down into 15 – 20 years, 10 – 
15 years, 20 or more, 5 – 10years, 3 – 5 years, and 3 
or less.  
 
III. A COMPARATIVE ANALYSIS ON THE 
PASSENGER’S AND DRIVER’S AWARENESS 
OF THE SAFE DRVING AND FRIENDLY 
SERVICE 
 
1. Awareness of the role for the safe driving and 
kindly service 
Figure 1 shows the result of a question about whose 
role is the most important for the improvement   of 
the safe driving and friendly service. The passengers 
pointed the passengers at 34.6%. The drivers claimed 
themselves having the responsibility at 42.3%. It can 
be inferred from that both the passengers and drivers 
recognized themselves as the main agents, 
respectively.  
 

 
Figure 1: Awareness of the role for improvement of safe 

driving and friendly service 
 
2. Driver’s self-evaluation on the safe driving and 
kindly service 
Table 2 shows the results of the driver’s self-
evaluation on the safe driving and friendly service. 
They graded 76.51 out of 100 for the safe driving and 
71.65 for the service. Despite of the tendency of 
leniency, which is usual in self-evaluation process, 
the levels of both items were below 80 points. 

 
Table 2:Driver’s Self-evaluation 

 
3. A comparative analysis on the passenger’s and 
driver’s awareness of the safe driving  
This study analyzed the difference in the passenger’s 
and driver’s awareness of the 8 items for safe driving. 
Table 3 shows the survey results of the bus 
passengers and drivers, selecting 2 items out of 8 
items to be improved for safe driving.For the 
passengers, a sudden stop and quick start topped the 
list. The drivers chose a missed buses-run. Starting-
with-doors-open was at the bottom for both. In detail, 
both parties had a different view on the safe driving. 
Figure 2 is a graph showing a comparison with each 
item.  
 

 

 
Table 3: Passenger’s and Driver’s awareness of safe driving 
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Figure 2:Passenger’s and Driver’s awareness of safe driving 

 
4. A comparative analysis on the passenger’s and 
driver’s awareness of the friendly service 
This study analyzedthe difference in the passenger’s 
and driver’s awareness of the 16 items for the 
friendly serviceusing a five-point scale.  
Table 4 shows the average point of each 
item.Passengers and drivers gave the highest point to 
the consideration for the transportation vulnerable 
and keeping pleasant inside the vehicles. But, 
wearing pin-mikes for an announcement was 
regarded with little importance. For subduing unruly 
passengers and proactive announcement for the 
passenger’s convenience, the passengers gave high 
marks, while the drivers did not. The drivers placed 
much value on wearing uniforms, a decent 
appearance, and doing lost-and-found, but the 
passenger’s rated them low. This displays the 
difference in the passenger’s and driver’s awareness 
of the friendly service 
 

 
Table 4: Passenger’s and Driver’s awareness of friendly service 

For a comparative analysis on item of friendly service, 
figure 3 elaborates them with the median of 
importance – the importance for the passengers 3.898 
and for the drivers 4.070. The study named quadrant 
1 for maintenance/strengthening, quadrant 2 for 
gradual improvement, quadrant 3 for 
recommendations, and quadrant 4 for intensive 
improvement. Quadrant 1 contains items on which 
the passengers and drivers put much value. There 
should be action plans to sustain current service level, 
reflect passenger’s demands and enhance the service 
quality. For quadrant 2, the passengers showed low 
importance, but the drivers put much weight. Based 
on the high importance of drivers, it is a practical 
plan to gradually improve the situation while 
maintaining current situation. Quadrant 3 is of less 
importance for both the passengers and drivers. It can 
be, however, recommended for the improvement in 
the future. Quadrant 4, intensive improvement has 
items that the passengers rated high, whereas the 
drivers didn’t give much value to it. It can be said that 
these are the things which the bus companies fail to 
serve, despite the passenger’s high demand. At the 
same time, to estimate the reliability of each item, the 
study conducted a reliability analysis. Table 5 is the 
result of this process. All sections display 0.6 or more 
of Cronbach’s alpha, and can be referred to as a 
reasonable standard. 

 
CONCLUSION 
 
This study aimed to figure out ways to upgrade safe 
driving and friendly service of the buses in Busan. To 
this end, it conducted a survey, which consists of 8 
items for safe driving and 16 for friendly service, 
targeting passengers and the bus-drivers. The study 
shows its findings as follows.  
First, the survey showed that the passengers and drivers 
considered themselves important subjects to improve 
the friendly service. 
Second, driver’s self-evaluation on the safe driving and 
friendly service were graded 76.51 out of 100 for the 
safe driving and 71.65 for the service respectively. It 
implies that they should put more effort to build 
capacity for kindly service.  
 
Third, there was difference in the passenger’s and 
driver’s awareness of the 8 items for safe driving. For 
safety, those things should be improved: a sudden stop 
and quick start, speeding and quick lane changing, 
missed running intervals, and a short time for getting on 
and off. For the betterment, it is advisable to prepare an 
education for the safe driving. 
 
Fourth, the passengers and drivers had different view on 
the importance of the 16 items for the friendly service. 
After comparing the related items of the both parties, 
the study classified them as four sectors such as 
maintenance/strengthening, gradual improvement, 
recommendations, and intensive improvement. 
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Table 5:Items of friendly service section 

 

 
Figure 3:Importance of friendly service 

http://iraj.in


International Journal of Management and Applied Science, ISSN: 2394-7926                                                 Volume-3, Issue-4, Aprl.-2017 
http://iraj.in 

A Study on Ways to Improve Safe Driving and Friendly Service of Intra-City Buses in Busan 
 

10 

It presented the results in two-dimensional quadrants. It 
is highly recommendable to draw up a manual and 
systematic approach to the issues in the section of 
intensive improvement: subduing unruly passengers; 
kind response to passenger’s questions; reaching 
unhappy passengers and complaints; and swift 
announcement for passenger’s convenience and safety.  
The safe driving and kindly services cannot be achieved 
by only the driver’s effort. In the future, there should be 
more detailed and close study including the city 
authorities, related organization, and interested parties 
for the bus companies.  
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