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ABSTRACT

Road user satisfaction is one of the most important factors indicating the optimal
transportation system of countries. The difference between the passenger's expectations and
the actual performance of the services provided will cause the passenger to be dissatisfied and
will cause him to turn away; therefore, it is important to study the relationship between the
quality of traffic services and the satisfaction of road users. The process of conducting the
present study is fieldwork and with the help of a questionnaire. The criteria of tangibles,
reliability, assurance, responsiveness and compassion and commitment (empathy) are at a
significant level. By paying attention to the coefficients of variables that have a significant
leve; it is clear that the effect and role of the tangibles in the importance of passenger
satisfaction is more than other indicators. As a result, the presence of the necessary physical
equipment and facilities, sufficient tools and machinery, and visible and suitable asphalt
surfaces play the greatest role in passenger satisfaction.

Keywords: Passenger Satisfaction, Quality of Transportation Services, Tangibles, Reliability,
Tehran -Firoozkooh Axis
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