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This research aims to highlight the pivotal role of driver ethics in shaping service quality within
the transportation sector and its impact on customer satisfaction. The study examines the
fundamental concepts and dimensions of driver ethics, linking them to service quality indicators
such as tangibility, reliability, responsiveness, assurance, and empathy. The research employs a
descriptive-analytical approach to arrive at findings that clarify the nature of the relationship

between the variables under study.

The research concludes with a set of findings confirming a positive and significant impact of driver
ethics on service quality, which directly translates into increased customer satisfaction and loyalty.
Based on these findings, the research offers a set of practical recommendations for transportation
companies and relevant stakeholders, including developing training mechanisms, improving the
working environment for drivers, and implementing digital evaluation systems to ensure the

provision of safe, ethical, and high-quality transportation services that meet customer expectations.
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