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ABSTRACT 

This study investigates commuter perceptions of rail service quality in Mamelodi, within the 
Tshwane Metropolitan area, to assess service provision more closely with user 
expectations. As part of South Africa’s broader public transport system, PRASA’s rail 
network faces significant challenges, including service unreliability, outdated infrastructure, 
and safety concerns, particularly in township contexts. The study uses a structured 
quantitative approach to evaluate core service dimensions: reliability, safety, comfort, 
accessibility, efficiency, affordability, and overall service quality. Based on responses from 
120 rail users in Mamelodi. A gap analysis framework is applied to assess discrepancies 
between expected and perceived performance, highlighting critical safety, reliability, and 
comfort shortfalls. 

To translate user insights into actionable improvements, the study adopts a Value 
Proposition Canvas (VPC), mapping commuter needs (“Customer Jobs”), frustrations 
(“Pains”), and positive experiences (“Gains”) against existing service offerings. The VPC 
reveals tangible areas for intervention, including the need for on-time reliability, improved 
onboard safety, and better crowd management. These findings underscore the importance 
of user-centred planning in enhancing commuter satisfaction and restoring trust in 
township-based rail services. Ultimately, the study reinforces the importance of viewing 
service quality not only as a technical objective but as a relational process shaped by 
commuter expectations and the broader social and spatial dynamics that influence urban 
mobility. 

Keywords: Commuter perceptions, commuter rail, service quality, user satisfaction, gap 
analysis, Value Proposition Canvas. 

1. BACKGROUND 

Public transportation is vital in achieving sustainable urban mobility, offering a low-cost, 
environmentally friendly alternative to private vehicle use while supporting social inclusion 
for low-income, youth, and transport-disadvantaged populations (Ceccato and Newton, 
2015; Currie, 2004). However, persistent challenges undermine its effectiveness across 
many global contexts, including service unreliability, inadequate safety, poor accessibility, 
and affordability concerns. These issues are particularly acute in cities within the Global 
South, where institutional fragmentation and spatial inequality further constrain the quality 
and reach of public transport systems (Franzén, 1999; Rahman and Abdullah, 2016). 

In South Africa, the commuter rail system, managed by the Passenger Rail Agency of 
South Africa (PRASA), has experienced decades of underinvestment and service decline, 
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resulting in a significant loss of public trust and declining ridership. Although PRASA’s 
2023/24 Annual Report outlines promising signs of recovery, such as improved 
punctuality, infrastructure modernisation, and increased fare revenue, questions remain 
about the extent to which these reforms reflect the lived experiences and expectations of 
regular users, especially in township contexts like Mamelodi in Tshwane (PRASA, 2024). 
In these settings, rail service remains a crucial mode of transport for accessing economic 
opportunities, but dissatisfaction with safety, reliability, and comfort continues to deter 
consistent use. Addressing these service quality issues requires more than infrastructure 
investment; it demands a user-centred approach that aligns operator commitments with 
commuter priorities. Research has consistently shown that key determinants of user 
satisfaction include safety, comfort, reliability, affordability, and accessibility (Beirão and 
Cabral, 2009; Mokonyama et al., 2010; Mpontshane et al., 2024). When these dimensions 
fall short of expectations, public trust erodes, and ridership stagnates. Conceptual 
frameworks such as the systems perspective model (Franzén, 1999), institutional 
integration strategies (Rahman et al., 2018), and the Avoid–Shift–Improve approach (Shah 
et al., 2021) offer guiding principles for enhancing transit performance through coordinated 
planning, real-time responsiveness, and inclusive governance. 

This study applies a gap analysis framework to evaluate commuter perceptions of rail 
service in Mamelodi. The analysis provides actionable insights into where services fall 
short and where operational strengths can be reinforced by comparing user expectations 
with perceived performance across key service attributes. The Value Proposition Canvas 
(VPC) further aids in translating these insights into user-informed strategies for 
improvement. Through this lens, the study offers practical insights to enhance the 
implementation of transportation by grounding it in commuter experience, helping to shape 
rail services that are reliable, inclusive, and better aligned with everyday mobility needs. 

The objectives of this paper are to:  

1. Assess user perceptions of commuter rail services in Mamelodi. 
2. Conduct a gap analysis to understand user satisfaction levels. 
3. Develop a value proposition canvas to align service provision with user needs and 

suggest improvement measures. 
 
2. LITERATURE 

Public transport systems play a critical role in fostering inclusive urban environments by 
enabling mobility for people with disabilities, older adults, and low-income populations 
(Steinfeld and Steinfeld, 2017). However, these systems often face significant challenges 
including rapid urbanisation, rising motorisation, and worsening traffic congestion (Peng  
et al., 2012). In response, cities globally are exploring smart public transport solutions 
incorporating technology and data analytics to improve operational efficiency and service 
delivery (Kuo et al., 2022). Key issues such as network design, multi-modal integration, 
and real-time responsiveness are central to enhancing accessibility and reliability, qualities 
that are especially critical in complex, transit-dependent contexts like South Africa. In 
Tshwane, for example, the spatial mismatch between housing and employment 
opportunities places pressure on formal public transport, especially rail, which has been 
affected by underinvestment and service interruptions (Mpontshane et al., 2024). 

2.1 The Role and Challenges of Public Transportation 

Moreover, environmental sustainability, shifting work patterns, and equity considerations 
further complicate public transport planning (Kuo et al., 2022; Ceder, 2004). In the South 
African context, these complexities are amplified by high levels of inequality and a heavy 
reliance on informal transport modes. Studies show that service quality attributes such as 
comfort, safety, and reliability are decisive in shaping commuter preferences, particularly 



among vulnerable groups including women, low-income households, and people with 
disabilities (Mokonyama et al., 2010; Lubitow et al., 2017). Despite being transit-
dependent, these groups often face systemic exclusion in transport planning, as 
investment tends to favour high-income and suburban commuters (Garrett and Taylor, 
1999). In Tshwane, this raises concerns about whether current rail system improvements 
adequately address the needs of the city’s most frequent users, particularly in townships 
like Mamelodi where rail access is essential to economic participation. Addressing these 
gaps requires a shift toward more equitable planning approaches that prioritise 
accessibility, affordability, and service consistency in historically underserved areas. 

Public transportation systems can be strengthened through integrated conceptual and 
institutional frameworks that support more effective planning, coordination, and delivery. 
Franzén (1999) introduces a systems perspective model incorporating cognitive systems 
engineering and transportation analysis, highlighting the need to manage multiple dynamic 
processes across transport networks. Similarly, Rahman and Abdullah (2016) emphasise 
the importance of a holistic approach to regulatory reform and service-level planning, 
particularly in contexts where fragmented governance hinders implementation. Their later 
study on the Klang Valley in Malaysia identifies the absence of a central coordinating 
agency as a major barrier to strategic transport development (Rahman et al., 2018). This 
issue is mirrored in South Africa, where institutional fragmentation has long plagued 
agencies like PRASA, leading to duplication of mandates, uneven oversight, and slow 
reform in rail operations. As Hrelja et al. (2020) argue, addressing these challenges 
requires focusing on the interplay between actors, institutions, and planning processes, an 
approach that could inform improvements to rail governance structures in Tshwane. 

2.2 Frameworks for Enhancing Public Transport Systems 

The application of smart mobility strategies also shows potential in reshaping urban 
transportation systems. The Avoid, Shift, Improve framework, for instance, has been 
widely promoted for reducing carbon emissions and managing travel demand (Shah et al., 
2021). This approach aims to avoid unnecessary or inefficient travel, shift commuters from 
private vehicles to more sustainable modes such as rail or bus, and improve the quality, 
accessibility, and efficiency of existing public transport systems. In cities like Jakarta, 
integrating smart city principles into transport planning demonstrates the importance of 
embedding digital tools within institutional frameworks to manage congestion and enhance 
mobility (Oktorini and Barus, 2022). However, the successful implementation of intelligent 
transport systems remains constrained by challenges in integrating emerging technologies 
such as cloud computing, connected vehicles, and real-time data systems (Ibáñez et al., 
2015). In South Africa, and Tshwane specifically, the deployment of such technologies 
remains limited, particularly within rail services. While the PRASA 2023/24 Annual Report 
indicates progress in modernising operations, such as the rollout of new Electric Multiple 
Units and the resumption of previously dormant lines, systemic barriers related to 
institutional fragmentation, funding constraints, and coordination between transport 
spheres continue to limit the full potential of smart, sustainable mobility (PRASA, 2024). 
Therefore, a more coordinated, data-driven governance approach may be critical to 
advancing Tshwane’s rail system and improving service quality for its commuter base. 
While these governance-level reforms are essential, meaningful improvement in public 
transport ultimately depends on meeting the needs and expectations of users. 

A well-established link exists between service quality, customer satisfaction, and ridership 
within public transport systems. Research shows that tangible and intangible service 
factors often influence these relationships, including empathy, responsiveness, ease of 
fare payment, operating hours, and the management of complaints (Ali et al., 2021; Wu  
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et al., 2020). These dimensions contribute to the perceived quality and value of the 
service, shaping user satisfaction and loyalty while reducing complaints and service 
avoidance (Ibrahim and Borhan, 2020; Deliyani and Prambudi, 2020). Notably, service 
quality has been identified not only as a determinant of ridership but also as a strategic 
lever for system sustainability and public trust, particularly in emerging economies. These 
insights are highly relevant in contexts such as Tshwane, where PRASA has struggled to 
regain rider confidence following infrastructure degradation and service disruptions 
(PRASA, 2024).  

User-centred transport systems require a nuanced understanding of passengers' diverse 
perceptions and experiences. Studies suggest that involving users in planning and 
continuously evaluating satisfaction levels are critical steps toward improving system 
performance (van der Werf, 2018). Key factors affecting mode choice and satisfaction 
include waiting time, cost, reliability, and frequency (Beirão and Cabral, 2009; Sua et al., 
2022). In South Africa, where spatial inequality and affordability remain pressing issues, 
these findings highlight the importance of designing public transport services that are 
operationally efficient and socially responsive. Meeting expectations around safety, 
convenience, and integration is essential to restoring commuter trust and growing ridership 
on rail systems like those operated by PRASA in Tshwane (Riyanto and Mulyono, 2014). 

PRASA’s recent performance indicators for Gauteng suggest alignment with several of 
these quality dimensions. In the 2023/24 financial year, PRASA reported significant 
improvements in Gauteng’s rail network performance. In Gauteng, passenger numbers 
increased to 19 million, up from 7.3 million the previous year, reflecting strong latent 
demand and renewed public confidence in commuter rail. Operational improvements were 
also notable, with over 131,000 train trips recorded and an average punctuality rate of  
87 percent, surpassing performance targets. These figures are particularly relevant to 
Tshwane’s context, where reliability and availability have historically been barriers to 
ridership (Mpontshane et al., 2024). Furthermore, fare revenue from Gauteng was the 
highest nationally, indicating a recovery in both usage and user willingness to pay. PRASA 
also reported a 19 percent decline in security-related incidents, supported by increased 
visible security personnel, further addressing long-standing safety concerns raised in 
commuter satisfaction studies (Behrens and Schalekamp, 2010; Lubitow et al., 2017). 

2.4 Commuter Rail in Tshwane: User Expectations and System Performance 

These developments represent early signs of progress in restoring commuter confidence 
and realigning public rail services with the needs of transit-dependent populations in 
regions like Tshwane. They also provide a contextual foundation for this study’s 
investigation into how service quality improvements, measured through user experience, 
can inform more responsive and inclusive rail strategies in South Africa’s urban centres. 

3. METHODOLOGY 

Mamelodi is a large township in the eastern part of the City of Tshwane Metropolitan 
Municipality in Gauteng, South Africa (see Figure 1). It falls within Region 6, which is 
characterised by a mix of high-density urban development and low-income residential 
areas. The township was initially established on Vlakfontein Farm and formally declared a 
township in 1953 under the Urban Areas Consolidation Act (Mashigo, 2012). With an 
estimated population of approximately 450,000 and a population density of roughly 9,000 
people per km², Mamelodi exhibits many of the infrastructural and socio-economic 
challenges common to South African townships, including limited access to safe and 
affordable transport options (City of Tshwane, 2014). High levels of unemployment, 
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informal settlements, and income inequality also mark the region. Modiba (2021) states 
that most Mamelodi residents earn less than R3000 per month, reflecting a predominantly 
low-income demographic. Historically, Mamelodi has relied heavily on rail transport, 
especially for low-income residents commuting to employment hubs in Pretoria and 
surrounding areas (Ramafamba & Mears, 2012). The rail network in Mamelodi consists of 
five primary stations: Denneboom, Eerste Fabrieke, Mamelodi Gardens, Greenview, and 
Pienaarspoort, which were selected as focal points in this study. These stations in 
Mamelodi serve both formal residential areas and informal settlements such as 
Phumolong and Lusaka, where transport accessibility is often limited (Gottsmann, 2010; 
Rafapa, 2021). 

 
Figure 1: Locality (Google Maps) 

 
Given these conditions, Mamelodi provides a focused and relevant case study for 
examining user perceptions of rail transport. The township's socio-economic context, 
historical dependence on rail services, and ongoing infrastructural challenges make it an 
ideal location for investigating gaps between service delivery and user expectations. This 
relevance is further reinforced by the inclusion of Mamelodi in national transport reform 
discussions and policy frameworks such as the Tshwane Metropolitan Spatial 
Development Framework (Morolo et al., 2021). 
 

 
3.2 Research Design 

This study adopted a pragmatic research paradigm, which supports using quantitative 
methods to explore real-world challenges. Pragmatism emphasises practical outcomes 
and the value of inquiry based on what works in specific contexts, rather than being 
confined to a single philosophical worldview (Morgan, 2014; Giacobbi et al., 2005). This 
paradigm is especially appropriate for applied social research, as it provides flexibility in 
addressing complex problems and encourages methodological choices guided by the 
research question and objectives. Pragmatism is compatible with both qualitative and 
quantitative approaches, but in this study, it was used to guide a quantitative case study 
design. This allowed for a structured, data-driven investigation of commuter perceptions 
while remaining grounded in Mamelodi's social and infrastructural realities. It also 
supported the integration of user feedback into actionable service improvements, which 
aligns with addressing real-world transportation challenges. By considering multiple 
perspectives and contextual factors, including social, historical, and ethical dimensions, 
the pragmatic approach enabled a comprehensive understanding of commuter needs and 
helped ensure that the findings would be relevant to both policy and operational decision-
making (Elgeddawy & Abouraia, 2024; Giacobbi et al., 2005).  



Data for this study were collected using a structured quantitative questionnaire distributed 
in Mamelodi through a snowball sampling method. This non-probability sampling technique 
is commonly employed in quantitative research to access hard-to-reach or undefined 
populations (Naderifar et al., 2017; Faugier & Sargeant, 1997). It begins with a small group 
of initial respondents selected for their relevance or accessibility, who then refer others 
within their social networks in a chain-referral process (Berg, 2006). This approach was 
particularly appropriate in the Mamelodi context, where formal rail user databases were 
unavailable due to service disruptions and limited operational infrastructure at the time of 
the data collection. Snowball sampling enabled access to both current and former rail 
users, helping to capture a broader and more diverse range of commuter experiences and 
perceptions. Despite its advantages, snowball sampling has inherent limitations. The 
referral process may introduce sampling bias, as individuals tend to recruit others with 
similar characteristics or opinions. This can affect the diversity of the sample and may limit 
the generalisability of the findings to the wider commuter population. To ensure ethical 
compliance for the study, participants under the age of 18 and over 65 were excluded from 
the sample. These age restrictions also reflected the study’s focus on adult commuter rail 
users. 

3.3 Data Collection 

A structured questionnaire was designed to assess user perceptions across seven service 
dimensions: general safety, reliability, efficiency, comfort, accessibility, affordability, and 
overall service quality. Participants in Mamelodi completed a total of 120 questionnaires to 
capture a diverse range of commuter responses. These dimensions were selected based 
on their prevalence in public transport literature and their relevance to service 
improvement within South African townships. Responses were recorded using a 5-point 
Likert scale, a widely recognised instrument in social science research for measuring 
attitudes and perceptions through ordinal ratings (Sullivan & Artino, 2013). The scale 
ranged from 1 (i.e., strongly disagree or very poor) to 5 (e.g., strongly agree or excellent), 
allowing for consistent evaluation and comparison across all service attributes. 

The analysis involved calculating expectation and performance scores to assess how 
effectively the railway service meets commuter needs. Performance scores were gathered 
directly from survey responses, where participants rated their satisfaction with seven 
service dimensions: safety, reliability, efficiency, comfort, accessibility, affordability, and 
service quality. Each item was measured using a 5-point Likert scale, where 1 indicated 
poor and 5 indicated excellent service delivery. In this study, expectation scores were not 
collected directly. Instead, a baseline expectation value of 4.0 was applied across all 
categories. This value was chosen to represent a "good" level of service that commuters 
are likely to expect from a public transportation system. This approach is commonly used 
in gap analysis to simplify comparison, especially in cases where consistent expectations 
are assumed across users. However, it is acknowledged that this method does not capture 
variations in user priorities or the relative importance of different service aspects. Future 
research may benefit from surveying expectation scores directly or applying alternative 
methods such as Best-Worst Scaling (BWS) to prioritise user needs precisely. 

3.4 Data Analysis 

The analysis involved calculating Expectations and Performance Scores from survey data 
to evaluate how well the railway meets customer needs. Expectation Scores were derived 
from questions that captured customers’ ideal service outcomes (e.g., "How important is 
safety during travel?"), while Performance Scores reflected satisfaction with the railway’s 
actual service delivery (e.g., "Are there adequate safety measures on trains?"). For each 
service dimension, the average score of all responses was computed. A baseline of 4 on 



the Likert scale, representing a "Good" rating, was established as the expected standard, 
aligning with the level of service passengers anticipate from a reliable transit system. 
Research has shown that a 5-point Likert scale is commonly used to measure service 
quality, with scores of 4 or higher indicating satisfactory performance (Soares et al., 2018; 
Das & Pandit, 2015). The gap for each dimension was calculated as the difference 
between the Expectation Score (E) and the Performance Score (P), where Gap = E-P. The 
Gap Analysis findings were seamlessly integrated into developing a Value Proposition 
Canvas (VPC). The Value Proposition Canvas (VPC) matches what a service offers with 
what users need and expect. It is divided into two parts: the Customer Profile, which looks 
at what passengers want to achieve (Customer Jobs), the problems they face (Pains), and 
the benefits they hope for (Gains); and the Value Map, which shows how the railway’s 
services, problem solvers (Pain Relievers), and added benefits (Gain Creators) aim to 
meet those needs. By comparing these two sides, the VPC helps identify where the 
railway is doing well and where it falls short, such as in safety, reliability, or comfort. This 
makes it easier to focus on the most important improvements. In this study, the VPC was 
used to highlight gaps between what passengers expect and what is being delivered, 
guiding practical changes that can improve the overall experience for commuters.  

4. DATA ANALYSIS 

 
4.1 User Performance Scores 

Table 1 presents the mean scores for each category, providing a snapshot of overall user 
satisfaction and helping to highlight service delivery areas requiring improvement. 

 
Table 1: Performance scores of railway commute service attributes 

Category Performance Score (P) 

Service Quality 3.2 

Reliability 3.1 

Efficiency 3.3 

Comfort 3.0 

Accessibility 3.6 
Safety 2.8 
Affordability 3.7 

 
The results show that affordability (3.7) and accessibility (3.6) received the highest 
satisfaction ratings. This suggests that commuters perceive these aspects more positively 
than others, especially regarding the fairness of fares and the general ease of accessing 
rail services. On the other hand, safety received the lowest rating (2.8), indicating 
significant dissatisfaction and highlighting this as the most pressing concern for users. 
Other dimensions, including comfort (3.0), reliability (3.1), and service quality (3.2), reflect 
moderate levels of dissatisfaction. While efficiency (3.3) scored slightly higher, users still 
noted concerns such as delays and inconsistent operations. These scores offer valuable 
insights into user priorities and expectations. Safety, comfort, and reliability emerged as 
critical areas for targeted improvement. Simultaneously, continued efforts to sustain 
strengths in affordability and accessibility will be essential for maintaining and growing 
ridership. 

  



Figure 2 displays the gap analysis results, which compare user expectations with 
perceived performance across key service dimensions. In this study, an expectation score 
of 4.0 on a 5-point Likert scale was used as a consistent benchmark, representing the 
level of service passengers generally associate with good quality. While using a fixed 
expectation value helps simplify comparison across categories, it does limit the ability to 
capture the relative importance of each attribute to individual users. Future research 
should consider collecting expectation scores directly to reflect user priorities better. The 
performance scores were calculated from passenger survey responses and indicate how 
users perceive the actual delivery of services. The difference between expectation and 
performance scores, referred to as the gap, helps identify where the railway system is 
underperforming relative to user expectations. 

4.2 Gap Analysis 

 
Figure 2: Performance scores vs expected scores 

 
The results in Figure 2 show that a measurable gap is present across all service 
categories, suggesting that user expectations are not fully aligned with current service 
performance. The most significant gaps were observed in safety (1.2), comfort (1.0), and 
reliability (0.9), indicating that these areas are the primary sources of commuter 
dissatisfaction. These findings suggest an urgent need for targeted safety measures, 
onboard conditions, and schedule consistency improvements. Affordability (gap of 0.3) and 
accessibility (gap of 0.4) had the smallest differences between expectation and 
performance, suggesting that the railway system performs better in these areas. However, 
even these dimensions remain below the target score of 4.0, indicating room for 
improvement. These insights offer a prioritised roadmap for addressing service quality 
gaps. Focusing on the most critical shortfalls while maintaining strengths in affordability 
and accessibility will contribute to a more reliable, safer, and user-friendly rail service.  

Figure 3 presents this relationship based on the gap analysis results, clearly showing 
where services match expectations and gaps remain. 

4.3 Value Proposition Canvas 

The Value Proposition Canvas illustrates how well the railway service aligns with what 
commuters expect and experience. Passengers define value through simple, day-to-day 
needs, such as getting to work on time, feeling secure while travelling, and accessing 
transport that is both affordable and reliable. These are represented as "Customer Jobs" 
on the canvas. However, many users reported frustrations with service unpredictability, 
limited safety presence, and physical discomfort due to overcrowded trains, highlighting 
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"Customer Pains" central to their daily experience. Although efforts such as real-time 
schedule updates and fare discounts have been introduced, these measures have not 
been perceived as fully effective in Mamelodi. Commuters still feel unsafe, particularly 
during early or late travel, and express anxiety around inconsistent scheduling and 
overcrowded coaches. These lived experiences point to underlying service quality gaps 
identified in the gap analysis, particularly around safety, reliability, and comfort. 
Conversely, fare affordability and ease of access were more positively viewed and appear 
as "Gains" on the canvas. Low fares, the availability of stations near residential areas, and 
minimal boarding barriers are examples of where the service more closely aligns with 
commuter expectations. If paired with targeted improvements, these strengths offer a 
foundation on which to build trust and increase ridership. 

 

Figure 3: Value Proposition Canvas 

Overall, the Value Proposition Canvas supports a clearer understanding of how commuter 
needs can guide operational and design decisions. It reveals that while technical 
interventions are in place, their perceived value remains low without visible, consistent 
service improvements. Addressing the core user concerns, especially safety and reliability, 
will require not just upgrades to infrastructure, but a shift in focus toward user-centred 
service planning that restores confidence and encourages long-term engagement with the 
railway system. 

  



5. CONCLUSION 

This study highlights persistent service quality gaps in the Tshwane rail network, 
particularly concerning safety, reliability, and comfort. While operators such as PRASA 
have made commendable progress, as evidenced by the reintroduction of Electric Multiple 
Units, infrastructure upgrades, and increased ridership in Gauteng, these improvements 
have not yet fully translated into commuter satisfaction in township settings like Mamelodi. 
The disconnect between operator efforts and user perceptions highlights the challenges 
associated with public transport provision in South Africa. The findings demonstrate that, 
from the commuter’s perspective, safety remains the most critical service deficiency, 
followed closely by reliability and comfort. This aligns with existing literature on service 
quality, where these dimensions consistently emerge as key determinants of satisfaction 
and sustained usage. The relatively better performance in affordability and accessibility is 
encouraging, but insufficient to offset broader dissatisfaction. 

A key insight from this research is the gap between the technical delivery of services by 
operators and users' lived experience. While PRASA’s strategic direction reflects a 
renewed commitment to service recovery, commuter feedback in Mamelodi suggests that 
interventions must be better aligned with what passengers value daily. This includes 
infrastructure investments and human-centred measures such as security visibility, 
schedule adherence, and onboard comfort. Using the Value Proposition Canvas in this 
study illustrates the potential for translating commuter feedback into practical design. 
Operators must continue to invest in service recovery and broaden their focus to include 
qualitative dimensions of service delivery. Sustained engagement with user needs, 
supported by real-time data collection and localised performance monitoring, will be 
essential to close the perception gap and restore confidence in rail as a mode of urban 
transport. 

Ultimately, this study reinforces the importance of viewing service quality not only as a 
technical objective but as a relational process shaped by commuter expectations and the 
broader social and spatial dynamics that influence urban mobility. Future research should 
investigate how institutional practices, digital tools, and user engagement strategies can 
be integrated to advance responsive, inclusive, and trustworthy public transport systems in 
South Africa. 
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