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Abstract: Thelandscape of trangportation services has changed
for the better since the introduction of e-hailing companies. In
general, e-hailing applications on smartphones can assist usersin
performing the following tasks; 1) locate taxis available; 2) allow
driversto identify passengers who require taxi services, 3) book a
taxi; 4) allow drivers to receive taxi bookings, and 5) make
payment online. It is easy to install e-hailing applications on any
type of mobile device. Nevertheless, it is crucial to assess the
efficiency of e-hailing applications as they are still new to the
market. The efficiency of the system can be evaluated through the
factor that contributed to the adoption of e-hailing. Thus, this
study aims to investigate the factors that influence the passengers’
towardsthe use of e-hailing services. Theindependent variables of
this research are trustable, comfort, promotion and coupon
redemption and fare; and the dependent variable is the
passengers’ perception. A survey was conducted among e-hailing
usersin Kuala Lumpur, the capital of Malaysia. With theuse of a
survey questionnaire, 107 targeted respondents provided valuable
feedback. The surveys were carried out by boarding e-hailing
passengers’ on working days. Therefore, the respondent
population correspondsto all types of e-hailing passengers’ in the
city. The survey consisted of two parts; the first part contains
general questions about gender, age, ethnic, employment, gender
and frequency of usage. The second part is the major part of the
questionnaire which consists of travel attributes. In previous
literature, most relevant studies show that factor that influences
the passengers to use the e-hailing services were found to be
trustable, comfort, promotion and coupon redemption and fare.
Therefore, the questionnaire has been built according to those
significant factors. The correlation analysis was used to identify
the relationship between independent variables and dependent
variable. Through the results obtained, the linear regression
shows that the trustable, comfort, promotion, and coupon
redemption and fare provided a positive significant association
with the factor that influences the passengers’. Among the
variables studied, comfort shows the most significant factor in
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passengers’ satisfaction towards e-hailing services in Malaysia
with Cronbach’s Alpha of 0.892. In conclusion, this study shows
some important information and provide benefits particularly to
e-hailing services company to be more competitive in thisindustry
by understanding the needs and concerns of passengers’ when
they adopt the e-hailing services.

Keywords. e-hailing, passengers’ satisfaction, trustable,

comfort, promotion and coupon redemption, fare.

. INTRODUCTION

I n the old days, the most straightforward way to catch ataxi

is to hail ataxi on the street. Later on, call centers for taxi
services were established. Today, people depend on their
smartphones for amultitude of reasons. Therefore, it isboth a
practical and logical idea to use smartphone applications for
hailing taxis. E-hailing applications are widely available on
both Android and iOS phones[1].

These applications have become increasingly trendy
because taxi drivers who are connected to e-hailing
applications tend to be more reliable than normal taxi drivers
who may choose not to pick passengers up during peak hours
or charge unreasonable prices. In 2012, the launch of
e-hailing applications in Malaysia was viewed as a solution
for alleviating trangportation problemsin big cities.

The landscape of transportation services has
changed for the better since the introduction of e-hailing
companies. Drivers and passengers are now connected via
technology and the drivers are better informed regarding their
passengers’ basic background information and preferred
destination [2]. Although the introduction of e-hailing
services has caused controversy, they have nonetheless
proved to be both economical and dependable. Besides
providing employment opportunities, e-hailing services are
also available in areas where public transportation is less
common.

In general, e-hailing applications on smartphones
can assist users in performing the following tasks; 1) locate
taxis available; 2) alow drivers to identify passengers who
require taxi services; 3) book a taxi; 4) allow drivers to
receive taxi bookings; and 5) make payment online [3]. It is
easy to ingtall e-hailing applications on any type of mobile
device. As mobile devices become increasingly common,
e-hailing applications such as Uber, Grab Taxi, and
JomRides have been gaining popularity in Malaysia. The
public transportation industry has also transformed after the
introduction of E-hailing applications. It is now becoming
faster and more convenient for individuals to gain access to
public transport [4].
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Before, individuals needed to hail taxis from the
streets or book a taxi through call centers. Nowadays, they
can book aride using their mobile device aslong asthey have
an internet connection. Nevertheless, it is crucial to assess
the efficiency of e-hailing applications as they are still new to
the market [5-6]. The efficiency of the system can be
evaluated through user satisfaction aswell as user perception.
Thus, this study aims to investigate the factor that influenced
the passengers’ towards the use of e-hailing services. Factors
influencing passengers to use e-hailing servicesin their daily
life wereidentified based on the independent variables where
istrustable, comfort, promotion, and coupon redemption and
fare; and the dependent variable is passengers’ perception.

[I. METHODOLOGY

A survey was conducted among e-hailing users in Kuala
Lumpur, the capital of Malaysia, in order to investigate the
factor influencing the used of e-hailing services. The surveys
were carried out by boarding e-hailing passengers’ on
working days. Therefore, the respondent population
corresponds to all types of e-hailing users in the city. The
survey consisted of two parts; the first part contains general
guestions about gender, age, ethnic, employment, and
frequency of usage. The second part is the major part of the
guestionnaire which consists of travel attributes. In the
previous literature, most relevant studies show that the
passengers’ satisfaction were found to be trustable, comfort,
promotion and coupon redemption and fare.

Each respondent was asked to rate their satisfaction with
each item on a scale from 1 to 10; where 1 is least satisfied,
and 10 as most satisfied. Similarly, there were asked to rate
the importance of each feature using a Likert Scale on five
levels from 1 as “Not important” to 5 for “Very important”.
Sinceit wasimpossibleto conduct the surveysto al e-hailing
passengers’, sampling was necessary to obtain a
representative proportion of all passengers’ [7]. Simple
random sampling was used to ensure that each potential
respondent within the target population stood an equal
chance of being included in the sample. Two hundred
guestionnaires were distributed, 70 of them were returned
from males, while 37 from females.

[11. RESULTS& DISCUSSION

In this study, the SPSS statistical version 22 was used for the
data analysis to generate results. This study used descriptive
analysis for respondent’s profile, and correlation analysis to
determine the significance level of the relationship between
independent and dependent variables.

Table- I: Demographic Profile

Variable Frequency (n) Per centage (%)

Gender

Made 70 65

Female 37 35
Age

Below 20 12 11

21-30 35 33

31-40 32 30

41-50 18 17

Above 50 10 9
Education Level

Secondary School 12 11

Bachelor Degree 58 54

Master degree 28 27

Doctor of Philosophy 9 8
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Employement
Student 43 41
Government Servant 27 25
Private employee 16 15
Self-employment 9 8
Other professions 12 11

Income 55 51
Less than RM1500 34 32
RM1501-RM3000 1 10
RM3001-RM5000 7 7
More than RM5000
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From the table above, total respondents are 107 and both
genders participated in the study, 70 male respondents which
means 65% male users of e-hailing services. Meanwhile, 37
female respondents of 35% users of e-hailing participated in
this study. This indicates that the male is high using of
ride-sharizng services than female. Respondents were asked
to tick the age category and it has 5 age groups, the majority
of age respondents are between 21-30 years old which is
33%, the second age group of respondents is 31-40 years old
with 30%, the third age group of respondents is 41-50 years
old which is 19.9%, the fourth age group of respondents is
41-50 years old which is 17%, and the smallest group age is
above 50 years old and there are 6 respondents which are
only 9%. This indicates that the high respondents that used
the e-hailing services are from 21-30 years old.

For the education component, the majority of the education
level of respondents are bachelor degree which has 58
respondents (54%); the second group is master degree with
28 respondents (27%), followed by secondary school with 12
respondents (11%) and respondents with Doctor of
Philosophy is the lowest at only 9 or 8%. This indicates that
most of the respondents that used the e-hailing services have
at least bachelor degree.

Next, as can be seen in the table, employment has been
divided into 5 categories such student, a government servant,
a private employee, self-employment and other professions.
The result indicated that most of the respondent is a student
with 43 respondents or 41%. It is followed by a government
servant with 27 respondents (25%). Respondent in a private
employee category reported 16 respondents (15%) and other
professions reported at 12 respondents or 11%. Lastly, the
respondent in the self-employment category shows the lower
value of 9 respondents at 8%. The significant result shows
that e-hailing services become a favorite transportation
channel among student.

Lastly, according to Table |, the majority of the e-hailing
respondent hasincome less than RM 1500 with 55 respondent
or 51% of total respondent involved in this study. The second
higher is respondent who earns RM1501-RM 3000 monthly
with 34 respondent or 32% followed by the respondent with
average income ranging RM3001-RM5000 with 11
respondents or 10% from total respondent involved. The
fewest respondent used the e-hailing services has average
income more than RM5000. This indicated that respondent
who earns an income less than RM1500 used the e-hailing
services often.

A. Rédiability Test

Reliability analysis has been used in this study for the data
analysis purpose. Table I shows the reliability test for the
actual study for atotal number
of 107 respondents.
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Table- I1: Reliability analysisresult for dependent and
independent variables

Variable Cronbach’s Alpha
Perception (PR) 0.877
Trustable (TR) 0.865
Comfort (CM) 0.892
Promotion and Coupon Redemption (PCR) 0.756
Fare (FR) 0.718

The Cronbach’s values for all the variables are ranged
from 0.718 to 0.892, which means has an excellent internal
consistency and it is reliable of overal items in the
guestionnaire. In the same way, the results obtained are
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categorized at an acceptable level where all the values are
above 0.7 [§].

Table 11l shows the level of agreement of independent
variable and dependent variables. The mean for perception
variable reported at 3.834 and the standard deviation of
0.629. Besides that, the mean for the trustable variable is
3.821 and the standard deviation of 0.638. The mean for
comfort is 3.990 with the standard deviation of 0.771. Apart
from that, the mean for promotion and coupon redemption is
3.712 and standard deviation of 0.611. Lastly, the mean for
fare is 3.818 and standard deviation of 0.652. The result
indicates that the level of agreement for al variables is
agreed.

Table- I11: Thelevel of agreement of independent variable and dependent variables

Variable (average) Mean Standard Deviation L evel of agreement
Perception (PR) 3.834 0.629 Agree
Trustable (TR) 3.821 0.638 Agree
Comfort (CM) 3.990 0.771 Agree
Promotion and Coupon Redemption (PCR) 3.712 0.611 Agree
Fare (FR) 3.818 0.652 Agree

B. Correlation Analysis

The correlation analysis in Table IV shows that perception
and comfort have a strong relationship with the degree of
determination 0.823. Besides, the relationship between the
trustable variable and the comfort variable is also high at
0.812. This significant result clearly shows that factor that
related to comfort produced high degree of determination.
This is proved by the relationship between comfort and

promotion and coupon redemption with the degree of
determination of 0.802. However, the relationship between
promotion and coupon redemption (PCR) with fare were
marginally low at 0.619. Such low percentages cannot be the
sole reason for discounting the factor from the statistical
investigation. This is due to the fact that both variables do
atribute to the overall performance of the study.

Table- 1V: Correlation among Variables

V. CONCLUSION

A Based on this study, there are several conclusions that
can be made. First, through Reliability analysis, al variables
show satisfactory results. This clearly shows that all the
variables studied influence the selection of e-hailing adoption
with the highest results recorded by comfort level. Secondly,
through the mean and standard deviation, all variable shows
the highest level of agreement. Therefore, as a conclusion,
this study is seen to be beneficial to e-hailing service
operators as they will know the important factors that
influence the user to choose the service. In the same way,
service operators can improve their services in order to
achieve customer satisfaction. In addition, investigation on
how the other external factors such as service quality and
technology used should take into account in future which
may have a positive impact on the adoption of e-hailing
applications.
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Variable PR TR CM PCR FR
Perception (PR) 1.000 0.788 0.823 0.692 0.711
Trustable (TR) 1.000 0.812 0.650 0.792
Comfort (CM) 1.000 0.633 0.802
Promotion and Coupon Redemption (PCR) 1.000 0.619
Fare (FR) 1.000
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