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ABSTRACT 

The main purpose of the research is to investigate the impact of technology on UK public transportation to increase customer satisfaction. There are several technologies used in transportation to make it easier for the passengers. It covers several objectives related to the topic, including determining new technologies used in public transportation, their impact, and challenges faced while using these technologies for increasing customer satisfaction. The researcher will use primary qualitative methodology to gather data. The research instrument is used to collect information directly from four participants, including the manager of the company, and the data is analysed using thematic analysis. The findings state several technologies are used, which have a positive impact on the company and increase customer satisfaction.
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CHAPTER-1 INTRODUCTION

1.0 Introduction 
The change is coming to transportation with the digital age which brought smart phone, open traffic data and social customer service. The emerging of advance technology helps the passenger to have more information than the operator. The effect of technology on UK public transportation allows people and goods to get to their destinations faster. This improves the delivery system which help company and consumer in saving time and money. The UK transport operators adapt, and new entrant arrive, new business model transform the use of user information, payments, and automation. The technology such as self-driving and Zero emission vehicles drives innovation in future (Aftab, and et.al., 2020). The public transport is critical element in determining the sustainability of city which is effective network that enables people to commute from one place to another. There are several technologies which is used in UK public transport that leads to positive effect on customer satisfaction such as internet of things, 5G cellular devices and edge computing. The technology drastically transforms public transportation in terms of efficiency, flexibility, and cost-effectives. The present research discusses the impact of technology on UK public transportation to increase customer satisfaction. The selected company for this research project is South Coast Travels, one of the leading public transportation companies of the UK. The reason behind the selection of this company is to collect actual data the impact of technology on the public transportation, so the customer satisfaction increases. 
1.1 Aim and Objectives of the Research

Research Aim:

To examine the effect of technology on the UK public transportation in terms of increasing customer satisfaction: A study on South coast Travels
Research Objectives:
· To determine identify the different new technologies used in public transportation

· To analyse the impact of technology on the UK public transportation in terms of increasing customer satisfaction within the South coast Travels

· To evaluate the challenges faced by the South coast Travels while using new technologies for increasing customer satisfaction 
1.2 Research Questions

· What are the different new technologies used in public transportation?

· What is the impact of technology on the UK public transportation in terms of increasing customer satisfaction within the South coast Travels?

· What are the challenges faced by the South coast Travels while using new technologies for increasing customer satisfaction?
1.3 Background of the Organisation
The selected company for the present investigation is the South Coast Travel, a top and leading Dorset and Hampshire based public transportation firm in the UK. It is a most famous and known as best transportation services provider in the UK (South Coast Travel, 2023).  The company is specialising in hiring different types of coaches for group and family travel. This transportation company have both long and minibuses that clients can hire for travel purpose. These buses are suitable for camping, tours, family voyages, picnics, group excursions and other events. 
1.4 Research Gap and Contribution 

The research gap which has been identified in the current investigation is to includes the information about the strategies that can help chosen company to effectively implement new technologies in their business. In present time, implementing new and modern technology is essential for the company to provide more advanced and better services to their customers (Hilgarter and Granig, 2020). 


Furthermore, the contribution of the present research is it helps chosen company to know about the benefits that they can avail while implementing new technology in their business. 
1.5 Rationale for the study

The main reason for carrying out the present research is it helps in gaining better understanding and knowledge regarding the impact of technology on the UK public transportation in terms on increasing customer satisfaction (Wong, Hensher and Mulley, 2020). The present investigation helps UK public transportation sector to know about the new technologies that can be used for improving customer satisfaction. Furthermore, it also aids chosen company to know about the important of implementing new technologies for increasing customer satisfaction. Additionally, the current study helps researcher to meet their two main objectives that are personal and professional. Personal objective implies that collect information about the different technologies in public transportation. The professional objectives states that use this information in improving customer satisfaction. 
1.6 Significance of the study 

The main significance of the current investigation it helps in collecting information about the new technologies that can be used in the public transportation to improve customer service. It is significant for the UK public transportation sector also as it helps them to know about the use of technologies in business to increase customer satisfaction (Dirsehan and Can, 2020). It is significant for the chosen organisation to know about the impact of technology in their business. Moreover, it is also significant for the researcher as it supports them to gain more awareness and cultivate several skills such as data collection, data analytics, time management, communication and so on. 
1.7 Outline of Research 


The methodology used for carrying out the present investigation is qualitative methodology in which researcher collects and analyse in-depth information about the topic. In this method, researcher used survey for collecting in-depth information related to the topic. Within this, researcher use primary method for collecting relevant qualitative information for the study and the sources is used interview. Furthermore, researcher used thematic for analysing and examining the raw qualitative information for the research. The sample size is taken 4 managers of company.
1.8 Dissertation structure  

It comprises of several chapters based on the research work.
Chapter 1- Introduction- This chapter provides the overall overview of the study involving research aims and objectives, rationale, significance and more. 
Chapter 2 Literature review- It provides the deep understanding of the topic by considering views points and opinions of other writers. 
Chapter 3- Conceptual framework- This chapter represent the relationship between the variables that is studied in research which is based on literature reviews of existing study regarding topic. 
Chapter 4- Research methodology- This chapter involves the use of several techniques and process of research methods as to conduct research in effective way researcher use qualitative method. 
Chapter 5- Data analysis and Findings- The meaningful data is gathered by interpreting the raw data which makes the evaluation of data in easy way. 
Chapter 6- Discussion- In this chapter it interprets and describe the findings of study regarding the research problem. 
Chapter 7- Conclusion and recommendation- It is last chapter that conclude project main findings that is covered in several chapters and suggestion are recommended as to mitigate the challenges faced by company. 

CHAPTER-2 LITERATURE REVIEW
2.0 Critical Literature Review
The literature review is analysed and evaluated using several sources in which its main purpose is to provide reader an outline of research which has been done on topic. the researcher will be conducted in the UK only not outside other places. The researcher will use last 5-year papers to gather information and it will be presented in the only English language. 
2.1 Introduction
The literature review is an overview of the previously published work on the topic which survey scholarly journals, books, articles and more. This section involves the literature regarding the different technologies which is used in UK public transportation and its impact in terms of increasing customer satisfaction (Axmann, and Harmoko, 2020). The challenges faced by company while use of new technologies to increase customer satisfaction is discussed. In addition, theories have been added in end as to support literature and topic. 

2.2 Different new technologies used in UK public transportation 
In the viewpoint of Hasaneen. (2021), the public transport has change significantly which is essential for the transport provides to adopt new patterns and technologies. Within the UK public transportation mobility-as-a-service (MaaS) is a concept that uses technology to create a multimodal journey planning and ticketing system, combining different modes to suggest the best route which is time and cost effective. The customer makes the purchase of ticket for the mode of transport. Hence, this technology helps in buying tickets based on user destination and requirements. It is often seen as the solution to all transport problems, with two approaches: pay as you go and monthly subscription. The artificial intelligence is also used in public transportation which plays great role. The use of technology support in smart route planning so that most efficient routes can be chosen for both passengers and transport providers. The use of artificial intelligence helps identify patterns in travel routes, times, destinations, distance per trip, and external factors (Chondrodima, and et.al., 2022). It can also be trained to monitor CCTV footage and identify suspicious behaviour. Internet of things (IoT) is other technology considered which is new technology for the transport industry. This technology helps in collecting massive amounts of data on everything from train temperatures to road usage levels, vehicle health, and driver stress levels. By integrating and making this data readable, public transportation provider can usage this data to increase their services, safety, and employee well-being. Geo-fencing is technology used in public transportation which uses GPS and local radio-frequency identifiers to create virtual boundaries around a location (Elbert, and Rentschler, 2022). It can be used for ticketing, determining Ultra Low Emission Zones (ULEZ), safety, and COVID pandemic use cases. It can also detect an incoming train and warn an individual at risk (technology helping public transportation become more sustainable). 

In accordance with Daley (2022), the use of different new technologies will help the UK public transportation system adapt new travel behaviours. Digital twins and simulation are technologies that are used in UK public transportation. With the help of cloud computing, it becomes potential to develop digital twins of cities, towns, and rural areas at a reasonable cost. Digital twins enabled public sector authorities and transportation providers to test various route models to determine the impact of these changes on transportation use, traffic, disruption, and other factors (Freeman, and et.al., 2020). Autonomous cars are other advancement in transportation with the arrival of self-driving as it considered as safe alternative for the human drivers with the benefit of economic and environment. From the vehicle removing the human control supports cars to achieve their intended fuel economy, subsequent in less gasoline consumption and lower vehicle ownership costs. Cloud data management system is other way which can be used that support in real-time decision making. This system can assist in replying to flows in road usage around sporting events, familiarising ways to deal with roadwork blockages, or changing bus routes based on demand fluctuations (Harris, and et.al., 2020). Passenger mobile technology is other technology as there is huge increase in mobile devices as UK is the world leader on smartphone with the 83 % of population using. The increase in use of mobile application has improved the passenger journey, making ticketing and passenger information easier, and should be used by all generations of customers.

2.3 Impact of technology on UK public transportation in terms of increasing customer satisfaction within the South coast Travels 
As per the point of view Humayun, and et.al., (2020), the impact of technology on UK public transportation in terms of increasing customer satisfaction leads to an extra combined public transport experience with the arrival of digital technologies that enable a further holistic travel experience for passengers. The interconnected digital platform includes price comparisons, booking contactless tickets, making payments digitally, changing modes of transport, and last-mile connectivity. This has led to an incorporated fare management system and personalised and unique experiences. The other impact of technology on south-coast travel is that travel has developed more disabled-friendly for people with distinct needs (Kassens-Noor, Kotval-Karamchandani, and Cai, 2020). The wheelchair assistance and accessible bathrooms are provided by the more flights and trains. The companies are offering assistive technology-based mobility services, and specialist tourism agencies have emerged to make long-distance tours and travel possible for disabled people. The impact of technology on UK public transportation help people and goods get to their destinations faster, save time and money, and benefit the logistics industry. Connected cars and freight trucks can help solve traffic problems and predict traffic patterns which helps in increasing customer satisfaction (Technologies that can help public transport, 2023). There is on-demand service which enables flexible travel by allowing passengers to book travel tickets online and compare fares from different operators and travel agencies by sitting at home. The use of technology helps in providing comfort to the people which leads to increase in customer satisfaction. 

In the opinion of Loukaitou-Sideris (2020), there is also some negative impact of technology on the UK public transportation such as high infrastructure costs as it not only takes space but also cost money to construct, expand and maintain. To implement new technology leads to increase in costs which is always a problem for the better public transportation. There is traffic congestion which is a causing health problems, reduced productivity, and environmental disasters due to technology in transportation. The technology in the public transportation leads to accidents with the lack of space, congestion (Kavianipour, and et.al., 2022). The situation can become worse if there is outdate roads and systems. The loss of public space is other impact of technology on UK public transportation as it takes space which can be used for other purposes that leads to potential accidents and injuries. To build or expand this system becomes costly for the cities. With this the irrational planning of transportation infrastructure can lead to environmental destruction, traffic accidents, climate change, and lower transport efficiency (Khadhir, and et.al., 2021).
2.4 Challenges faced by the South coast Travels while using new technologies for increasing customer satisfaction 
In context to Nguyen, and Mogaji (2022), there are several challenges which is faced by south coast travels while new technologies are used to increase customer satisfaction. Data security is challenge faced by the company which affects the financial health and competitive advantage of the business. The cyber security is challenging in the transport company as different companies follow different information security requirements. Inadequate training of employees in the use of technology is other challenge south coast travel face as training is required to provide the employees to work upon new technology. The training in the company is expense which leads to high cost (Oxley, 2021). The lack of training can impact on customer satisfaction. The cloud solution is another challenge faced by business while implementing new technology for increasing customer satisfaction as integrating the cloud with business operations becomes difficult which leaks the data. It helps in offering significant benefit in terms of data security and accessibility. While integrating them requires specific strategies which is difficult for the company. Supply chain integration is other challenge as products are bought and sold from several entities over the world and to make this work, the companies must look trade flows, international politics which requires use of new technology (Penmetsa, and et.al., 2021). 

On basis of Seuwou, Banissi, and Ubakanma (2020), accessing information is challenge face by south cost travel while using new technology for increasing customer satisfaction. The company generates and maintain the massive amount of data and information which creates problem to access the data as it is located and stored in multiple locations. If it is combined with manual data entry and handling will result in inaccurate output. The change in infrastructure is due to the implementation of new solutions and technologies which leads to significant impact on the business operations of South coast travels as employees lose time and money when they struggle to learn how to work with major changes (Tam, Loureiro, and Oliveira, 2020). The changes to manage infrastructure internally can be costly and time-consuming process from installation of promoted systems, handling updates, and troubleshooting new solutions which could lead to business fail. The other challenge faced by company while implementing new technologies for increasing customer satisfaction is increase of transportation cost with the rising fuel and labour costs have a significant impact on transportation costs. This becomes a major problem for the company which needs strategic approach. Data silos is other challenge for both public and private sector transportation operators faced by company. For example, revenue management, ticketing, customer service, and route planning collect a large amount of data that is not always accessible to other teams (Tasgaonkar, Garg, and Garg, 2020). 

2.5 The theories 
2.5.1 Technological determinism and social constructivism

Technological determinism and the social construction of technology are often presented in opposition, but productive work is emerging with a hybrid approach that draws on both. The artefacts can shape how people engage with information. It is stated that artefacts continue to do political work even after their social construction has passed. The use of this model helps in both the society and individual in the transportation company (Khan, and et.al., 2021). 

CHAPTER-3 CONCEPTUAL FRAMEWORK 

3.1 Conceptual Framework  
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The above figures state the conceptual framework about the effect of technology on UK public transportation as to increase customer satisfaction which takes use of several different technology as big data, virtual reality cloud management system and more. The use of technology helps the passenger in knowing the traffic, best route, fair prices and more. The use of advance technology in the transportation leads to both positive and negative impact (Modarreszadeh, and et.al., 2020). The positive impact provides better travel experience and flexibility that leads to increase in customer satisfaction whereas negative increase the cost, affecting efficiency, causing accidents and vehicle pollutions. 

CHAPTER-4 RESEARCH METHODOLOGY

4.0 Research Methodology

This section is fourth chapter in which researcher take use of several research methods and techniques to collect and analyse information based on topic. The use of methodology helps in conducting the research effectively in which reader of research report can assess the reliability and validity of the study (Tesar, 2021). 
4.1. Introduction 

Research methodology is grounded on determining, evaluating, choosing, and analysing the data by use of specific process and technique. It is considered as systematic method to resolve the research problem by gathering data from several techniques (Arredondo, and et.al., 2022). There is use of clear and comprehensible language to define activities made in research process with its rationale. The use of methodology will support in attaining aims and objectives of topic. 
4.2. Research Design 

It is blueprint of the scientific study which involves several methodologies, tools, and techniques as to conduct the research in systematic manner. The research design is of four types descriptive, experimental, diagnostic, and explanatory. The researcher will use descriptive research design as it helps in better understanding the insights of data which is based on theoretical (Crabtree, and Miller, 2022). The research philosophy is set of belief regarding the phenomena which gather analyse and uses data to understand the social world.  It involves three kinds of research philosophy which are positivism, realism and interpretivism. The researcher in present investigation uses interpretivism as it helps in providing subjective data for the study which support in understanding the society in general manner of qualitative information. This method is suitable for the qualitative data to attain research objectives on topic. 
4.3. Research Approach and Strategy 

The research approach defines the plan of stages based on wide assumptions as to gather data along with testing of hypothesis. Inductive and deductive are two types of research approaches. In the present investigation researcher will use inductive approach as it based on qualitative that focus on several theories and concepts to find the results. It draws conclusion that offers subjective knowledge of topic. Whereas research strategy is defined as step-by-step plan of action that provides direction to researcher thought and process. There are several strategies such as survey, systematic literature review, focus group, action research and more (Delgado-Hito, and Romero-García, 2021). Within the present researcher, survey interview is used that supports in collecting information directly from the participants based on their knowledge and experience. The researcher will also use systematic literature review as to accumulate detail information on topic with the use of secondary sources such as books, journals, articles and more. The use of this strategy helps in providing authentic and reliable information. 

4.3.1 Qualitative method 

It is method, which is used to understand the people belief, experience that helps in generating non-numerical data to understand the concept, opinions. This offers in-depth insight into problem. Within the present research, researcher will use qualitative which helps in providing non-numerical information which is collected from the existing sources (Kostere, and Kostere, 2021). It provides the wide data for the investigation as to attain objectives in better manner. The researcher can understand the attitude and opinions of another author. 
4.4. Data Collection and Source

It is processed to gather and evaluate data in organised and structure manner as to answer research question by assessing results for several purposes. There are two types of data collection method which are primary and secondary. The researcher will use both primary and secondary method to collect the information as this method benefit in providing the first-hand information by collecting data directly from the participants (Kyngäs, 2020). It is effective method to gain the authentic and reliable data regarding the topic. The primary data collection is done by interview that involves open ended questions. The secondary method is used for literature review which provides second-hand information that is gathered from online websites, government publications, journals and more. It provides deep information based on qualitative method. 
4.5. Data Analysis 

It is considered as application of systematic and logical sequence that is used for defining and evaluating the data. It helps in making the study simpler along with accurate. This involves use of several techniques such as thematic, regression, correlation and more. Within the present investigation, researcher will use thematic analysis which helps in examining qualitative data (Matović, and Ovesni, 2023). It provides the useful and meaningful information which evaluate secondary data in which new theme are formed that helps in attaining objectives in accurate way on topic effect of technology on UK public transportation to increase customer satisfaction. 
4.6. Sample and Sampling Techniques 
The sample is defined as group of individuals who will participate in research. It is representative of group which helps in drawing valid conclusion from results in known as sampling method. Probability and non-probability are two types of sampling method (Mays, and Pope, 2020). In current investigation probability sampling method is used by researcher which assist in selecting the respondents as to make strong statistical interference regarding group. The respondents are selected from random sampling method in which sample size is taken 4 which are manager of company. 

4.7 Single or case study 

In the research case study is taken which is company South coast Travels in which 3 to 4 articles are taken from last 5 years to review data. 
4.8. Ethical consideration 


In the present investigation the researcher will focus on maintaining ethics which is important part which needs to be followed by researcher. While conducting the interview no personal information will be asked by the participants as to maintain anonymity so that participants can answer question without any hesitation (Mey, 2022). The credible and authentic sources will be used while collecting secondary data. The researcher will also maintain the academic integrity. The data protection act is used to maintain the privacy of data collected from the respondents. 

Rationale of interview questionnaire 
	Questions
	Rationale
	Satisfies

	Q1) Do you have any knowledge about the technology used in public transportation?
	To investigate on the concept of technology which is used by companies on public transportation. 
	Objective 1 

	Q2) In your opinion, what are different technologies which is used in UK public transportation?
	To examine the several different technologies used in public transportation as to enhance the knowledge. 
	Objective 1

	Q3) According to you, how technology impact on public transportation to increase customer satisfaction?
	To gain the understanding the of positive and negative impact of technology on public transportation as to increase customer satisfaction. 
	Objective 2

	Q4) As per your thinking what is the impact of technology on the UK public transportation in terms of increasing customer satisfaction within the South coast Travels?
	To make the transportation system carbonless and making it more comfortable, cleaner as per the user requirements. To provide the better travel experience.  
	Objective 2

	Q5) What are the challenges faced by the South coast Travels while using new technologies for increasing customer satisfaction?
	To review on the increase of transportation cost, data security and lack of training effecting company operations. 
	Objective 3


CHAPTER-5 DATA ANALYSIS AND FINDINGS
5.0. Data Analysis and findings 

It is crucial part which summarise collected data that includes the interpretation of collected data by use of analytical and logical reasoning as to determine patters, relationship. The interview is used to gather the data on topic directly from the participants which involves open-ended questions. 
5.1 Introduction

This section will discuss the interview in which 4 participants are taken on the topic effect of technology On UK public transportation to increase customer satisfaction. The findings are the result of offline survey where sufficient time and resources was provided to participants as to answer questions. 
CHAPTER 6 DISCUSSION

6.0. Discussions of findings
The discussion helps in examining the findings and places them within the context of the overall study. It brings together all the sections that came before it and allows a reader to see the connections between each part of the research paper. 
6.1 Introduction
The reason to conduct study is to gain knowledge on new technologies used in public transportation as data is being gathered from the survey that helps in providing first-hand information through interview in which different opinions of respondents can be considered. The primary qualitative data is being gathered. For the evaluation of the results thematic analysis is being used. The discussion is being provided based on themes that formed based on the objectives to gain useful and meaningful information within the topic as to meet the objectives. 

6.1.1 Theme 1 Identify the different new technologies used in public transportation
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Figure 2: Geo fencing technology 

From the above gathered information it is being discussed that the public transportation industry has changed significantly, making it essential for transport providers to adopt new patterns and technologies. There are several different new technologies used in UK public transportation such as mobility-as-a-service (MaaS) is a concept that uses technology to create a multimodal journey planning and ticketing system (Treiblmaier, Rejeb, and Strebinger, 2020). Artificial intelligence is used to identify patterns in travel routes, times, destinations, distance per trip, and external factors. The Internet of Things (IoT) is a new technology that helps collect massive amounts of data to improve services, safety, and employee well-being. Geo-fencing is a technology used to create virtual boundaries around a location (Srivastava, and Purohit, 2021).

6.1.2 Theme 2 impact of technology on the UK public transportation in terms of increasing customer satisfaction within the South coast Travels

It is being discussed from the above gathered data that the impact of technology on UK public transportation has been positive in terms of increasing customer satisfaction and making travel more accessible for people with special needs (Vogl, and et.al., 2020.). It led to a more integrated travel experience, increased customer satisfaction, and disabled-friendly travel for people.  The on-demand service enables flexible travel by allowing passengers to book travel tickets online and compare fares. However, there are also negative impacts, such as high infrastructure costs, traffic congestion, and the loss of public space. This can lead to environmental destruction, traffic accidents, climate change, and lower transport efficiency. with this irrational planning of transportation infrastructure, can lead to environmental destruction, traffic accidents, climate change, and lower transport efficiency (Ferreira, and et.al., 2020).

6.1.3 Theme 3 To evaluate the challenges faced by the South coast Travels while using new technologies for increasing customer satisfaction 
Based on above data, it can be discussed there where several challenges which is faced by South Coast Travels when implementing new technologies to increase customer satisfaction. Data security, cyber security, inadequate training of employees, cloud solution integration, supply chain integration, accessing information, changes in infrastructure, and increased transportation costs are all issues that need to be addressed (Nesheli, and et.al., 2021). Data security is a major concern, as it affects the financial health and competitive advantage of the business. Inadequate training of employees is also a challenge. Supply chain integration is another challenge, as products are bought and sold from multiple entities around the world. Accessing information is also a challenge, as manual data entry and handling will result in inaccurate output (Dzhabarova, Erturk, and Kabaivanov, 2023). 

CHAPTER-7 CONCLUSION AND RECOMMENDATION
7.0 Conclusion and Recommendation
Conclusion 

From the above-mentioned data, it can be concluded that the use of modern information technologies has a significant impact on the economy and society. The advancement of technologies has altered existing economic structures and people's lifestyles. To provide customers with a high-quality transportation service, there is a requirement for information systems and software systems that allow for analysis, planning, and decision-making support. The application of digital and intelligent information technologies in transportation and forwarding management provides a variety of useful functions. The Digital applications and solutions for public transit are becoming more robust and low-cost, which supports in providing useful data for municipalities, fleet managers, and riders. Wireless sensors and IoT technology are being used to monitor air pollution and improve air quality. The emerging technologies are playing an important role in this transformation of the transportation system. New technologies are changing the way we move around our cities, from self-driving cars to on-demand services. While these innovations have many potential benefits, it is important to consider the impact they will have on the transportation system. Technology has improved the quality of life of individuals by making it easier to travel, prevent car accidents, and increase efficiency and productivity. There are several new technologies which is used by UK Public transportation such as digital twins, simulation, autonomous cars, cloud data management systems, and passenger mobile technology is helping the UK public transportation system adapt to new travel behaviours. To the public sector authorities and transportation provider’s digital twins enables to test various route models to determine the impact of changes on transportation use, traffic, disruption, and other factors. Autonomous cars are a safer alternative for human drivers, while cloud data management systems can assist in real-time decision making. Passenger mobile technology has improved the passenger journey, making ticketing and passenger information easier. The impact of technology on the public transportation in terms of increasing customer satisfaction leads to both positive and negative. Technology has a negative impact on UK public transportation, such as high infrastructure costs, traffic congestion, and the loss of public space. Irrational planning of transportation infrastructure can lead to environmental destruction, traffic accidents, climate change, and lower transport efficiency. The positive impact leads to increase in efficiency, better travel experience, wheelchair assistance for disabled. The technology provides the route location along with traffic checking. The online mode is being developed with the use of technology which supports in digital payments, online booking of tickets and protecting environment. Furthermore, it is being concluded that there are several challenges which is faced by business organisation while implementing new technologies such as data security, cyber security, inadequate training of employees, cloud solution integration, and supply chain integration are all challenges. Training is expensive and can impact customer satisfaction. Cloud solutions are difficult to integrate and require specific strategies. Along with accessing information, managing infrastructure changes, increasing transportation costs, and managing data silos. Accessing information is a major challenge due to the massive amount of data generated and stored in multiple locations, as well as the increase of fuel and labour costs. 
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Recommendation 

There are several recommendations suggested to the south cost travels which helps in mitigating the challenges while using technologies for increasing customer satisfaction. The recommendations are mentioned below- 

· It is recommended to the South cost travel as to integrate autonomous tracking and artificial intelligence in vehicles to track the potential of real-time data with routes. It also helps in providing possible alternative routes as to reduce transportation costs. To create an intelligent vehicle company, use autonomous tracking that helps in improve fuel efficiency, evaluate road conditions, and observe how the human operator responds along routes.

· It is recommended to use augmented reality which provides a composite view of the real world as it will help in providing extra information to the passengers, overlaying instructions on mobile phone.  

· It is suggested to the south coast travel to use Demand-Responsive Transport (DRT) which is a hybrid form of transport that provides services on-demand from passengers using fleets of mid-size vehicles. Algorithms design the most efficient routing and provide estimated times of arrival, creating a customer experience. Companies may also sponsor a shared drive for employees.
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5.1.1 Interview 
	Q1) Do you have any knowledge about the technology used in public transportation?

Respondent 1- Yes, I possess the knowledge of technology which is used in public transportation that helps in increasing the efficiency of system, product, and services. This helps in enhancing the customer satisfaction. 
Respondent 2- In my opinion technology is wide concept which supports in tracking and streamlining the process along with maintain data flow. The use of advance technology helps in cost reduction and enables business to grow rapidly. The technology brings changes in transportation such as electrification, automation and ferritization. 
Respondent 3- Yes. Transportation technology is somewhat encompassing the tools, improvements and methods which move people and goods across the globe. It takes use of vehicles and infrastructure such as railways to support travel. 
Respondent 4- No, I lack the knowledge about the technology which can be used in public transportation. 

	Q2) In your opinion, what are different technologies which is used in UK public transportation?

Respondent 1- Artificial intelligence is technology used in public transportation which provides real-time information as to improve safety, alleviate traffic congestion and more. This helps in determining trends in travel routes, destinations. 
Respondent 2- I Think internet of things is other technology which is used in transportation which allows connectivity to devices in movement. It provides the public transporter power to look around what is happening. 

Respondent 3- The UK public transportation use technology of big data which defines predictive analytics as to determine behavioural patterns. In the public transport it helps in revolutionizing planning, routing, and rostering, providing better tools for transport authorities and operators, as well as real-time information and simulations to help controllers manage daily operations.
Respondent 4- In my opinion virtual reality is technology which is computer generated simulation of environment that interact in physical way. It helps public transport by offering route learning and engineering support from a distance. 

	 Q3) According to you, how technology impact on public transportation to increase customer? satisfaction?

Respondent 1- As per my viewpoint the technology impacts in positive way on public transportation in terms of increasing customer satisfaction as it makes the travel more accessible and flexible which improve efficiency and reducing costs. 
Respondent 2- I think their technology impacts in positive manner on the UK public transportation as they have flexibility to book the tickets online and checking the fare prices. 

Respondent 3- The technology can lead negative impact in my opinion on public transportation as there is increase in infrastructure cost, traffic congestion which creates traffic, environmental destruction and accidents which lower the transportation efficiency and ultimately customer satisfaction. 
Respondent 4- I think there is positive impact as use of technology provides integrated travel experience for passengers as there is interconnected digital platform which helps in booking contactless tickets, making payments digitally with this unique and personalised experience can be provided. 

	Q4) As per your thinking what is the impact of technology on the UK public transportation in terms of increasing customer satisfaction within the South coast Travels?

Respondent 1- I think there was improvement in supply chain through automating the tasks along with customer service interaction through chatbots. As the transport companies has the working with logistic companies as to ensure the delivery is mode on time. All this requires a tracking system which leads to increase in efficiency. 
Respondent 2- In my opinion the impact of technology leads to creating sustainable mode of travel by electric vehicles and bio-fuel airplanes which leads to improving business efficiency and providing the customer satisfaction. The self-driving vehicle provides the safest way to transport goods. 
Respondent 3- According to me there is more road traffic accidents which is due to the impact of technology on public transportation which leads to negative impact on passengers. 
Respondent 4- The integration of technology with the business operations in better way leads to reduce the environmental impact in my opinion. The technology in transportation will make the passage of time, convenient and comfortable. 

	Q5) What are the challenges faced by the South coast Travels while using new technologies for increasing customer satisfaction?
Respondent 1- In my opinion high fuel cost is challenge faced by the business as inflation in prices of fuel leads to high transportation costs which leads to cut down of the revenue. 
Respondent 2- The lack of training in the organisation is other challenge faced while new technology is used as it requires investment to train the employees to work on technology which leads to disruption in the working and increase cost. 
Respondent 3- According to me, I think data security is challenge faced by South coast travel as company must collect various types of information which affects the company financial health and competitive advantage. 
Respondent 4- The lack of contingency plan is challenge in my viewpoint as new technology comes with the vulnerabilities and risks which can disrupt the business operations and performance. 
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	4
	(This box should expand as you type)



	Will data from the research activity (collected data, drafts of the thesis, or materials for publication) be stored in any of the following ways?
	YES
	NO
	

	5
	Manual files (i.e., in paper form)?
	x
	☐

	6
	University computers?
	☐
	x

	7
	Private company computers?
	☐
	x

	8
	Home or other personal computers?
	x
	☐

	9
	Laptop computers/ CDs/ Portable disk-drives/ memory sticks?
	☐
	x

	10
	“Cloud” storage or websites?
	☐
	x

	11
	Other – specify:


	☐
	x

	12
	For all stored data, explain the measures in place to ensure the security of the data collected, data confidentiality, including details of backup procedures, password protection, encryption, anonymisation and pseudonymisation:

	
	                   N/A

(This box should expand as you type)


	
	Data Protection

	
	Will the research activity involve any of the following activities?
	YES
	NO

	13
	Electronic transfer of data in any form?
	☒
	☐

	14
	Sharing of data with others at the University outside of the immediate research team?
	☐
	x

	15
	Sharing of data with other organisations?
	☐
	x

	16
	Export of data outside the UK or importing of data from outside the UK?
	☐
	x

	17
	Use of personal addresses, postcodes, faxes, emails, or telephone numbers?
	☐
	x

	18
	Publication of data that might allow identification of individuals?
	☐
	x

	19
	Use of data management system?
	☐
	x

	20
	Data archiving?
	☐
	x

	21
	If YES to any question, please provide full details, explaining how this will be conducted in accordance with the GDPR and Data Protection Act (2018) (and any international equivalents, where appropriate):

	
	                        N/A

(This box should expand as you type)

	22
	List all who will have access to the data generated by the research activity:

	
	                      Myself

(This box should expand as you type)

	23
	List who will have control of, and act as custodian(s) for, data generated by the research activity:

	
	                      Myself

(This box should expand as you type)

	24
	Give details of data storage arrangements, including security measures in place to protect the data, where data will be stored, how long for, and in what form. Will data be archived – if so how and if not why.  

	
	                   6 months

(This box should expand as you type)

	25
	Please indicate if your data will be stored in the UWTSD Research Data Repository (see https://researchdata.uwtsd.ac.uk/ ).   If so, please explain. (Most relevant to academic staff) 

	
	                 Yes

(This box should expand as you type)

	26
	Confirm that you have read the UWTSD guidance on data management (see https://www.uwtsd.ac.uk/library/research-data-management/)
	YES
	x

	27
	Confirm that you are aware that you need to keep all data until after your research has completed or the end of your funding
	YES
	x


SECTION K: Declaration

	
	The information which I have provided is correct and complete to the best of my knowledge. I have attempted to identify any risks and issues related to the research activity and acknowledge my obligations and the rights of the participants.

In submitting this application I hereby confirm that I undertake to ensure that the above named research activity will meet the University’s Research Ethics and Integrity Code of Practice which is published on the website: https://www.uwtsd.ac.uk/research/research-ethics/ 

	1
	Signature of applicant:
	MINODORA VIOLETA DULUMAN
	Date:

07/05/2023




For STUDENT Submissions:

	2
	Director of Studies/Supervisor:
	RAZIUR CHOWDHURY
	Date:

07/05/2023

	3
	Signature:
	Raziur Chowdhury
	


For STAFF Submissions:

	4
	Academic Director/ Assistant Dean:
	
	Date:

	5
	Signature:
	
	


Checklist: Please complete the checklist below to ensure that you have completed the form according to the guidelines and attached any required documentation:

	x
	I have read the guidance notes supplied before completing the form.

	x
	I have completed ALL RELEVANT sections of the form in full.

	x
	I confirm that the research activity has received approval in principle

	x
	I have attached a copy of final/interim approval from external organisation (where appropriate)

	x
	I have attached a full risk assessment (where appropriate) ONLY TICK IF YOU HAVE ATTACHED A FULL RISK ASSESSMENT

	x
	I understand that it is my responsibility to ensure that the above-named research activity will meet the University’s Research Ethics and Integrity Code of Practice.

	x
	I understand that before commencing data collection all documents aimed at respondents (including information sheets, consent forms, questionnaires, interview schedules etc.) must be confirmed by the DoS/Supervisor, module tutor or Academic Director.


	RESEARCH STUDENTS AND STAFF ONLY

All communications relating to this application during its processing must be in writing and emailed to pgresearch@uwtsd.ac.uk , with the title ‘Ethical Approval’ followed by your name.

You will be informed of the outcome of your claim by email; therefore, it is important that you check your University and personal email accounts regularly.

	STUDENTS ON UNDERGRADUATE OR TAUGHT MASTERS PROGRAMMES should submit this form (and receive the outcome) via systems explained to you by the supervisor/module leader.


This form is available electronically from the Academic Office web pages: https://www.uwtsd.ac.uk/academic-office/appendices-and-forms/
 Participant Information Sheet 
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	Rhif Adnabod Cyfranogwr: 

Participant Identification Number: 1919047
	1

	FFURFLEN GANIATÂD CYFRANOGIAD
	SAMPLE PARTICIPANT INFORMATION SHEET



	Teitl Y Prosiect: / Project Title: The effect of technology on public transportation in terms of increasing customer satisfaction


Dear Sir/Madam, 

My name is Minodora-Violeta Duluman, and I am a 1919047 student in the School of Business, Finance and Management (London Campus), Faculty of Business and Management in University of Wales Trinity Saint David, United Kingdom. At present, I am conducting research on The effect of technology on public transportation in terms of increasing customer satisfaction. The purpose of this research is to complete my dissertation. 

​​​​​​

I would like to invite you to participate in my research project by answering the attached short questions developed by the researchers. Those questions will assess your opinions, experiences, knowledge, suggestions, and views. Through your participation in the interviews, I hope to ascertain my research purpose to get the best opinion from you. I believe your opinion will be extremely helpful to me to carry out this research. 
All questions will be kept strictly confidential to the researchers involved and at NO time individual questions will be released to the public. This gives you a chance to express your views on your programme a confidential and anonymous forum and still be able to make a difference. Your participation in this study is completely voluntary so you can withdraw from the questionnaire at any stage. 

Please note, questionnaire should take no more than 30 minutes to complete but however, there is no time constraint. There are also no right or wrong answers. Attached to this letter along with the questionnaire there is a consent form where you will better understand researcher’s intension as this is a new project, your feedback is also important to me, and I would be much obliged if you could also complete the feedback sheet along with the questionnaire. I understand that your time is at a premium, but your opinions are very valuable to me. 

After careful and precise analysis of the data obtained from this questionnaires/interviews, I will be happy to provide you with a copy of the findings at your request. The results of this questionnaire will hopefully enhance my understanding of current level of knowledge and future findings. The results of the research will be feedback to Director of Studies, Supervisor, University and British Library. 

I thank you in advance for your time and participation. If any questions do arise, feel free to contact me at your convenience. 

NAME & ADDRESS OF RESEARCHER

University of Wales Trinity Saint David (London Campus)

Winchester House

11 Cranmer Road

London – SW9 6EJ

Tel: +442075667600

Email: info.london@tsd.ac.uk 

           londonstudentservice@tsd.ac.uk 

Participation Consent Form 



	
	Rhif Adnabod Cyfranogwr: 

Participant Identification Number: 1919047
	

	FFURFLEN GANIATÂD CYFRANOGIAD
	PARTICIPATION CONSENT FORM

	Teitl Y Prosiect: / Project Title: The effect of technology on public transportation in terms of increasing customer satisfaction

	Enw'r Ymchwilydd / Name of Researcher: MINODORA-VIOLETA DULUMAN


	1
	I confirm that I have read and understand the information sheet dated 18/03/2023 for the above study. I have had the opportunity to consider the information, ask questions and have had these answered satisfactorily.
	YES

	2
	I understand that my participation is voluntary and that I am free to withdraw at any time, without giving any reason.


	YES

	3
	I understand that any information given by me may be used in future reports, articles, or presentations by the research team.


	YES

	4
	I understand that my name will not appear in any reports, articles, or presentations.


	YES

	5
	I agree to take part in the above study.


	YES

	Name of Participant


	
	Signature

	Researcher


	MINODORA-VIOLETA DULUMAN
	Signature: 

MINODORA VIOLETA DULUMAN


	You may decline to participate in this study. You may end your participation in this study at any time. If you decide to remain anonymous, maintaining your anonymity will be a priority and every practical precaution will be taken to disguise your identity. If you prefer anonymity, there will not be any identifying information on audiotapes or transcripts of this or any interview. No one will hear any audiotapes or see any transcripts without your prior consent. All materials generated from this, or any interview will remain confidential.
When completed please return in the envelope provided. One copy will be given to you and the original to be kept on the file of the research team at:

NAME & ADDRESS OF RESEARCHER

University of Wales Trinity Saint David (London Campus)

Winchester House

11 Cranmer Road

London – SW9 6EJ

Tel: +442075667600

Email: info.london@uwtsd.ac.uk
         : londonstudentservice@uwtsd.ac.uk 
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Figure � SEQ Figure \* ARABIC �1�: Conceptual framework of technology in UK public transportation: Self made 
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