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ОБЩЕСТВЕННЫЙ ТРАНСПОРТ В УЛАН-БАТOРЕ:  
ФАКТОРЫ ДОСТУПНОСТИ И ОТНОШЕНИЕ ГРАЖДАН 

Статья посвящена оценке доступности системы общественного транспорта в Улан-Баторе и выделению 
определяющих ее уровень факторов, а также отношению жителей к общественному транспорту. Информацион-
ной базой послужили анкетный опрос 445 респондентов и интервью с 27 экспертами. На основе количественно-
го и качественного анализа разработаны рекомендации для органов государственной власти и операторов 
транспортных услуг, направленные на развитие общественного транспорта на более системной и ориентиро-
ванной на потребности граждан основе. 

Ключевые слова: городское развитие, общественный транспорт, доступность к общественному транспорту, 
равенство, общественное мнение. 

Introduction 
 

In 2020, the Government of Mongolia adopted its long-term development policy, “Vision-2050”, which 
outlines nine aims and 47 objectives including public service principles. The ninth aim of the policy is to 
develop “Ulaanbaatar and its satellite cities” into comfortable, ecological, people-centric, and intelligent 
urban areas. In this regard, the objective is to transform Ulaanbaatar into an internationally competitive 
metropolis, accompanied by rapidly developing satellite cities, supported by an optimized spatial planning 
system.In order to achieve this objective, Ulaanbaatar has introduced intelligent and ecological public 
transport, reduce greenhouse gas emissions, and has a stable legal environment and good governance, 
ensuring city rules and standards [Vision-2050 Mongoliaʼs long-term… 2020]. As a result, with the support 
of the private sector and international organizations, the government of Mongolia and the city authorities of 
Ulaanbaatar have identified improving public transportation services as priorities. Nevertheless, many 
obstacles remain. For example, public transportation services in Ulaanbaatar and surrounding areas need to 
be diversified, new bus routes should be established, roads should be modernized, investment in the public 
transport sector should increase, and efficiency should be improved.  

The history of the capital, Ulaanbaatar, dates back to 1639, and has relocated 28 times in history and 
settled in its present location in 1855. In 2023, Mongolia's population was 3,504,741, 49.5 per cent of whom 
lived in the capital, Ulaanbaatar, and population concentrations continued to increase year after year. In 
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addition, 49.8 % of the 465,059 households in Ulaanbaatar live in residential areas and 50.2 percent live in 
traditional geographies. In terms of weather, Ulaanbaatar is the fifth coldest city in the world, with an 
average air temperature of -35.5 degrees C in winter 2023, and a low temperature of -11.5 degrees C for 
almost six months [National Statistics Office 2023]. These historical, social, demographic and environmental 
conditions, in particular the livelihoods and poverty of the population, naturally require appropriate and 
accessible public transport services. However, in Ulaanbaatar, public transport is a bit limited, taxi services 
are not well developed, and there is a real problem of only buses to serve the public.  

In Ulaanbaatar, there are an average of over 1,200 buses that offer public transportation on 128 routes to 
about 500,000 citizens every day. More than 80 per cent of these vehicles are unmodernized, carry more 
passengers than their capacity and have a longer waiting time than the standard [Ulaanbaatar Road 
Development Agency. Office of the Mayor of Ulaanbaatar 2022]. Over the past five years, the cityʼs public 
transport network has increased by 538 km in 15 directions to 4,163 km. However, more must be done to 
take into account population growth and urban and suburban expansion, and rational planning of public 
transport routes is required [Public transport route… 2022]. 

Therefore, the limited choice of public transport and the lack of services contributed to the decline in 
passenger numbers. In 2007, 67 per cent of the population of the capital used public transport, but in the past 
15 years, the number has almost halved, reaching 34 per cent in 2022 [Ulaanbaatar News 2024]. 

Due to a lack of public transport services, private cars increased considerably and traffic was heavily 
congested [Public transport route… 2022]. In the past decade, the number of registered cars in Ulaanba- 
atar has increased by 2.4 times, while the length of the road network has increased by only 19 percent 
[Current status of traffic congestion… 2023].  Residents of Ulaanbaatar are estimated to spend 35 days per 
year trapped in traffic jams [Vision-2050: A baseline study… 2021], resulting in significant cost savings in 
time, money and productivity. Traffic jams also contribute significantly to the rise in pollution of air, soil and 
environment and to the deterioration of health and quality of life [Baseline Study on Strengthening Road… 
2022]. 

Despite technological progress, regular inspections and measures to eliminate irregularities, public 
transport systems are still facing challenges and need improvement. The large number of complaints and 
suggestions about public transportation services and road congestion received by the Governmentʼs 11-11 
Centre for Public Relation, which accept suggestions and complaints from citizens, is an indicator of the lack 
of public transportation [Government Compliant Centre 2023]. Furthermore, it should be noted that the 
public transport sector currently lacks 560 professional drivers [Study on the economic impact… 2022]1. 

Given the above-mentioned circumstances, the need to investigate access to public transport and some 
of the factors affecting it, and to investigate pressing issues, including public opinion and expertsʼ opinions, 
and other data, is taken into account. 

Literature review 
 

Despite the constant emphasis of researchers on the objective of public service to meet the basic needs 
of citizens, promote equality, ensure access, quality and affordable access for citizens, public transport is 
facing continuing challenges. 

The World Economic Forum’s “Global Risk Report 2023” ranks global risks on the basis of 32 
indicators, including the following social risks. In short-term or in the coming two years, the cost of living 
crisis is considered to be the most important global risk, and is expected to be the first serious, followed by 
the erosion of social cohesion and social polarization, large-scale non-voluntary migration, misinformation 
and misinformation, as well as the collapse or lack of public infrastructure and services. These risks are 
directly related to the common forms of public service mentioned in this article. The content of the risks of 
“lack of public infrastructure and services” depends on public infrastructure and services, equality, social 
security, efficiency, housing, public education, social group problems, health care, sanitation facilities and 
transport systems. In the report, it is pointed out that over the next ten years, public infrastructure and 

1 This article presents the results of the study for 2023. Since this time, new decisions by the Government and the City 
Administration regarding access to public transport services have been made and are beginning to be implemented. However, 
there is still a pressing need for administrative decisions to be further optimized with public participation. 
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services risk will increase from one position to 26 in the long term, and that efficiency and governance 
indicators will play a major role in increasing risk [The Global Risks Report-2023… 2023].  

Researchers from the World Bank have highlighted that the main elements of public services are access, 
user-centeredness and response, the integrity of the public sector, and the quality and reliability of services 
provided [Indicators of citizen-centric… 2018].  

Public service access is a dynamic concept formed by the relationship between service providers and 
their customers, reflecting the equality and fairness of the services in a society. Access, on the other hand, 
refers to the characteristics of ensuring that public services provide social equity to all people meeting the 
eligibility criteria [Narantuya 2022].  

Researcher Bird considered social equity to be a part of the “social welfare” theory school, and could be 
used to determine the value of social systems, and to assess the accessibility, effectiveness, and effectiveness 
of public services.  

The researcher Beyazit (2010) focuses on the socio-spatial inequalities caused by transport in-
frastructures, using social justice standards as research concepts to link them to concepts such as equality, 
human rights, freedom and capacity. She uses the capacity approach to analyze social justice [Beyazit 2010].  

As public services are made more accessible to citizens, met their needs and provide flexibility and high 
quality, citizensʼ opportunities and capabilities are observed to increase accordingly. However, when 
governments provide “poor services”, the trust of citizens in the self-confidence of governments often 
decreases, leading to frustration and dissatisfaction. As public services are made more accessible to citizens, 
meet their needs and offer flexibility and quality, citizensʼ opportunities and capacities are increasing. 
However, when the government deliversʼ poor servicesʼ, the trust of the citizens in both the self-confidence 
of the government often declines, leading to frustration and disappointment. 

Sunhyung Yoo, Jinwoo Brian Lee and Hoon Han (2023) have been investigated the problem of bus 
network design and frequency setting (BNDFS), argued that the problem had two components: bus network 
design and frequency setting [Sunhyung Yoo, Jinwoo Brian Lee, Hoon Han 2023]. Network design is 
defined by bus routes, stop distribution and distance between the source and destination. The frequency 
setting must be calculated based on the maximum passenger demand level of each bus route, bus service 
required to meet passenger demand, travel time, and waiting time. 

In analysing the issues and solutions to which public transportation organizations should deal, the 
researchers stressed the importance of providing transportation services at the lowest cost, while maintai-
ning the quality and accessibility needed by all stakeholders. They also emphasized the need to implement 
transportation projects and measures in line with the principles of sustainable development and aimed at 
ensuring social, environmental and economic balance. 

More than ten major studies [Current status of traffic congestion… 2023; Public transport route… 2022; 
Baseline Study on Strengthening Road… 2022; Oyuntsetseg 2017; Enkhjargal 2014; Bus-related accident… 
2024] have recently been carried out in Mongolia. Ulziijargal and Doljinsuren (2014) has conducted basic 
and applied studies focusing on public transport development and infrastructure, public transport network 
planning, digitalization of services and public-private partnership [Ulziijargal, Doljinsuren 2014]. Studies 
have generally shown that the lack of development of public transport infrastructure impedes access to 
essential services despite growing demand for public transport in the densely populated and traffic-rich 
capital of Ulaanbaatar. In turn, this reduces passengersʼ satisfaction with public transport and their 
willingness to use it.  

As experts emphasize the importance of public opinion on public transport, the opinions of service 
providers and the divergence between them can be studied through public control or opinions [ASEAN 
guidelines… 2020] when it comes to accessing services, on the basis of passenger satisfaction. 

One of the main problems for researchers is management capacity. For example, Gross and Dudzińska 
emphasize that transportation management in functional urban areas is a comprehensive process that includes 
planning, organizing, controlling and improving and consists of a series of measures to ensure a uniform 
traffic flow, optimize the use of transportation infrastructure, increase the choice of vehicles, ensure road 
safety and promote equality [Gross еt al. 2024]. 

Researchers examined access to public transport and considered factors such as capacity, frequency, bus 
routes, transit availability, and service coverage. In Jaipur, India, Vimal Gahlot and Swami have focused on 
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the extent of the services, such as the availability and sufficiency of the study of public transport access. 
They considered service capacity to be the basis of performance, and they emphasized the need to include 
factors such as the number and capacity of public transport vehicles, bus stops, and overall transportation 
capacity [Vimal Gahlot еt al. 2013]. At the 9th Public Transport Competition Conference, it was 
recommended that public transport services be evaluated using the 3As: “Accessibility”, “Availability”, 
“Affordability” or 4A, including “Acceptability” [Helder Cristóvão 2005]. In line with this, the development 
and use of indexes incorporating 3A measurements for assessing access to services has become common 
[Vimal Gahlot еt al. 2013]. 

The sufficiency of services depends on time and space. The Transport Research Committee recom-
mends that four indicators be used to measure service availability: capacity availability (can you reach your 
desired destination), space availability (where and how to access the service), time availability (when and 
how to provide the service at all times), and information availability (how to obtain information about the 
service) [Transit Capacity… 2013]. 

In his study, the researcher Martijn (2023) examined the satisfaction of clients in terms of public access, 
highlighting the importance of considering the availability of comfortable seats, a clean environment, 
maintenance and adequate information for the public, especially for persons with disabilities [Martijn de 
Kuijer 2023]. It also examined the accessibility of bus schedules, routes and ticket information through 
mobile applications and digital platforms. His study concluded that risk-prevention driving techniques are 
crucial for determining access to public transportation services from a citizens' point of view, resulting in 
reduced accidents and increased passenger confidence.  

In major Asian cities, there is considerable evidence that policy environments focusing on making 
public transport accessible, sustainable, and flexible have significantly improved access to services and 
quality. The Report by the Economic and Social Commission for Asia and the Pacific Policies highlights that 
implementing transit-oriented planning (integrating urban planning to parking and junctions), 15-minute 
neighborhoods (ensuring residents spend 15 minutes or less to work or school by public transport), and 
compact planning focusing on alignment of public transport planning with urban development, housing, and 
labor market policies have had positive long-term effects on improving public transport access [Annual 
Report… 2022]. The urban public transport planning should be closely linked to the national and urban 
sustainable development policies taking into account population density, social and economic conditions, 
environmental concerns and safety factors [Dulguun 2021], which is consistent with the above-mentioned 
findings. 

The review of the above-mentioned public transportation studies reveals that in many areas there has 
been a shift towards a person-centered and citizen-friendly approach. This approach prioritizes access to 
public transport services, and takes into account quality, safety and efficiency. Once services are made 
available, they can implement measures to improve these crucial aspects. 

Conceptual framework 
 

At international level, the focus is growing on the delivery of scientific public transportation services 
and the continuous improvement of services, driven by research results. Consequently, the practice of 
adopting a bottom-up approach or considering the views, positions and circumstances of service users has 
become more important.   

Since the principle of access is one of the values of public services, Narantuya [2022] considers it more 
appropriate to explain this concept from the perspective of social equity theory. Social equity does not mean 
bringing social class to the same level, but rather that it aims to distribute services and benefits so that more 
assistance and support are provided to the most disadvantaged. Social equity theory was developed and 
articulated in 1968, George Frederickson declared it the “third pillar” of public administration and advoca-
ted recognition along with the principles of economics and efficiency in public administration.   

The equitable approach was considered part of the theoretical “social welfare” school by researcher Bird 
[Keeley 1978], was cited in connection with the capacity approach of the Beyazit study on social and spa- 
tial inequalities related to transportation ([Beyazit 2010].  

Therefore, our research adopted a social justice approach that focuses on how to implement the principle 
that all citizens have the right to unlimited access to public transport services. Social justice's approach aims 
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to identify inequalities in the distribution of resources, opportunities and powers and propose solutions based 
on the identification of the causes and consequences of inequality. This increases opportunities for socially 
excluded groups (e.g., persons with disabilities, elderly people, people living in remote areas), provides 
substantial support and supports equal, balanced and appropriate access to services. At the same time, 
support for fair and equitable public transport services is a tangible expression of the state policies and 
actions aimed at promoting citizensʼ centricity and citizensʼ rights.  

Furthermore, when defining the conceptual framework for this study, the access to public transport 
services was examined using Model 3A (accessibility, availability, affordability), as well as the factors 
influencing access to policy, services and users. The following two hypotheses were proposed on the basis of 
literature reviews and conceptual frameworks: 

Hypothesis 1. Policy and legal factors have a major impact on access to public transport. 
Hypothese 2. Public transport services do not adapt well to the needs and characteristics of persons with 

disabilities. 

Methodology 
 

Public transport access research includes a combination of primary and secondary data, including 
questionnaires, interviews, and data analysis methods.  

By 2023, the target population was 1,098,147 people over the age of 15 [National Statistics Office 
2023]. The required sample size is 95 % confidence level and 5 % error margin for the 445 participants of 
the survey. The aim of the study is to evaluate public transport access and factors affecting public transport, 
as well as the attitudes of citizens to public transport. The sample was therefore aimed at adults who can 
provide meaningful assessments and feedback on the quality of public transport services.  

The representative sample of 27 experts was interviewed, including 6 to 7 government officials, 
international organization employees, researchers, and service providers. The qualitative component uses 
objective samples to ensure that wide-ranging perspectives are included instead of focusing on statistical 
representativeness. The complaints received by the Governmentʼs 11-11 Centre for Public Relation, 
transportation related accidents and injuries data from trauma hospitals and some statistical data from the 
Ulaanbaatar Municipal Authority were used as a source of research to analyze consolidated data. 

Results 
 

The first findings of the study are based on data collected by 445 respondents on the availability, 
accessibility and satisfaction of public transportation services. A survey of 445 citizens aged 15 to 71 
revealed that 36.0 % were men and 64.0 % were women.  

As public transport access is not uniform in all areas of Ulaanbaatar, the survey is aimed at including 
citizens from the city centre and remote areas. According to the survey results, the proportional participation 
rate for each residential category ranged from 10.6 % to 21.3 % in all regions. This indicates that the 
composition of the samples generally reflects the structure of the Ulaanbaatar population (table 1).  

Table 1 
Percentage of respondents by location 

Employment category Number Percentage 
Apartment in central area 95 21.3 
Ger neighborhood in the central area 87 19.6 
Remote apartment area 84 18.9 
Remote ger neighborhood 78 17.5 
Vacation home area 54 12.1 
Residential area near the city 47 10.6 
Total 445 100.0 

When social groups use public transport, the daily use of public transport is the highest, with about 70 
per cent of students using buses daily. Furthermore, between 25.7 and 35.6 % of elderly and disabled people 
use public transportation every day, reflecting the need for access and a user-friendly service (table 2). 
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Table 2 
Frequency of public transport use, by customer group (percentage) 

Frequency Citizen paying 
a fee Student/Pupil Elderly 

Peopl 
with 

disabilities 
All 

Every day 44.3 69.5 35.6 25.7 46.7 
Every 7 days 21.0 12.0 28.8 19.4 19.6 
Every month 12.9 5.4 15.6 19.4 12.1 
Every season 5.2 3.3 4.4 19.4 5.8 
A few times a year 14.8 8.7 15.6 16.1 13.9 
Not at all 1.8 1.1 0.0 0.0 1.8 
Total 100.0 100.0 100.0 100.0 100.0 
Number 271 92 45 37 445 

The study indicates that there is a direct correlation between the distance from the city centre and the 
need for public transport. When areas further away from the city centre are investigated, the demand and 
need for these services increase.  

This is because government service organizations, trade centres and service centres are more con-
centrated in the city centre. Compared to residents of the city centre, public transport is also less accessible in 
remote areas and in residential areas near the city. Experts interviewed said this discrepancy was mainly due 
to the lack of road networks in these areas.  

Passenger safety is an important aspect of accessible services and focuses on prevention, injury 
management and general measures for bus safety. The results of these factors ranged from an average of 1 to 
5 to 2.3, indicating that safety measures were inadequate (table 3). 

Table 3 
Evaluation of some safety indicators of public transport services (average value),by social group and location 

Social group Safety on 
the bus 

Solutions to 
protect from 
accidents and 

injuries 

Location Safety 
on the bus 

Solutions to 
protect against 
accidents and 

injuries 
Ordinary citizens 2.58 2.25 Apartment in central area 2.25 2.20 
Student/Pupil 2.18 2.21 Ger neighborhood in the 

central area 
2.38 2.54 

Elderly 1.50 1.33 Remote apartment area 2.28 2.10 

People with 
disabilities 2.35 1.98 

Remote ger neighborhood 2.38 2.54 
Vacation home area 1.75 2.00 
Residential area near the 
city 

2.00 2.06 

Total 2.30 2.26 Total 2.30 2.26 
 

Rating: Excellent-5, Good-4, Average-3, Inadequate-2, Very inadequate-1 

“How friendly are you with the following public transport groups?” Public transport is a challenge for 
disabled, children, pregnant women and the elderly (figure 1). This indicates that the basic concepts of social 
justice approach in transport research have not been fully implemented at the government's policies and 
services levels, which highlight the equality of access for all people wanting to use public transport, 
regardless of their social group or origin. For example, due to the lack of appropriate facilities for disabled 
people (tracks, handrails, audiovisual information systems) and the inability of disabled people, elderly and 
pregnant women to use designated seats due to overpopulation, inadequate ventilation and safety concerns 
such as theft, there was a general low assessment of the inclusion and friendliness of public transport. 

The winter of 2023, a survey assessing the availability of public transport services, found that the 
“unsatisfactory” or “very unsatisfactory” rating was 3.2 times higher than 12.6 % of respondentsʼ rating of 
public transport accessibility as “very good” or “good”, indicating that the accessibility of public transport 
systems is poor. In the winter of 2023, Ulaanbaatar suffered low temperatures of up to -35.5 degrees C. 
Extreme weather, slippery conditions and ice make public transport services unavailable in winter and create 
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adverse conditions for users. When asked “What was the access to public transportation in Ulaanbaatar 
during the last winter?”, the response rate was higher than the previous general assessment, reflecting poor 
access. Specifically, 39.8 percent of citizens rated access in general assessments as unsatisfactory, but this 
figure rose to 51.7 percent in winter 2023, an increase of 20 points (figure 2). 

Rating: Very friendly-5, Friendly-4, Average-3, Unfriendly-2, Very unfriendly-1 
Figure 1. The rating of public transport services by social group (average value) citizensʼ acceptance (of value). 

Figure 2. Overall assessment of access to public transport services, by percentage 

Correlation analysis of selected indicators revealed a moderate statistical correlation between the two 
indicators (r = 0.525) and predicted a high correlation between bus and passenger numbers. This shows that 
in order to increase access to public transport, it is more necessary to ensure uniformity of service than to 
increase the number of buses, to develop alternative options on bus capacity and to make decisions and 
adjustments based on routes, passenger flows and traffic loads. 

When asked the question of what factors affect public service accessibility, the respondents identified 20 
factors, the top five of which are heavy traffic/consumption, population density/concentration, inadequate 
planning for new residential areas, poor road conditions and long bus waiting times. These factors are 
directly influenced by the decisions of state administration agencies at all levels. When asked if they were 
willing to use the service, 88.1 percent answered, “Yes, I would.”.  

However, due to poor road conditions, heavy traffic and an increase in bus waiting times, the number of 
citizens who prefer personal vehicles, bicycles and scooters is increasing. This shift has also resulted in an 
increase in road safety risks and accidents. In 2023, for example, 291 people received medical care in bus 
accidents at the National Centre for Orthopaedic and Trauma Research. According to gender, 69.4 % of 
victims were women and 30.6 % were men. Ages over 50 are more likely to be injured in bus accidents 
[Bus-related accident… 2024]. 

The number of injuries caused by buses, which were Ulaanbaatarʼs only public transport, was the 
highest in June and August, and the lowest in March and November (figure 3). 

Statistics show that public transport poses a significant risk to the health of passengers, and compared to 
the general population, there are a significant number of accidents and deaths. 

The results of the survey show that Ulaanbaatar citizens are dissatisfied with public transport services 
and that this dissatisfaction is not limited to certain social groups. To confirm these conclusions, the Citizens' 
Petition and Petitions were analysed.  
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Figure 5. Content of applications and complaints, 2023 
Source: [Government Compliant Centre]. 

Using the STEEPLE framework, expertsʼ interviews were analyzed to find that social, technological, 
environmental, economic, political and political factors collectively affect public transport services, as shown 
in figure 6. 

Figure 6. Summary of factors affecting the access to public transport services, results of STEEPL analysis 

STEEPL analyses the contents of the interviews show that social factors (S), economic factors (E), 
policies, legal factors (P) and technology (T) are the most important factors in affecting the accessibility of 
public transport services in Ulaanbaatar. In the interview, experts stressed that, in order to address the 
challenges of public transportation, citizens should be encouraged to adopt a travel culture, address the 
shortage of people in public transportation policy makers and service providers, improve driver 
communication and optimize funding and routes. 

In terms of policy and legal factors (P) affecting access to public transport in Ulaanbaatar and poli- 
cies aimed at increasing access to public transport, strengthening service providersʼ capacity, creating fair 
competition and developing environmentally friendly transport services, there are still problems. According 
to experts, the following political factors affect the lack of public transportation services: 1. Insufficient 
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routes and route optimization (n = 19), 2. Lack of evidence-based policy planning (n = 16). 3. Weak 
management capabilities of service providers (n = 11). 4. Weak political coordination (n = 10). 5. Lack of 
implementation of policies (10) and 6. Insufficient public-private partnerships (n = 8). 

The absence of effective cooperation between key stakeholders in the development and implementation 
of public transport policies, such as Ministry of Road Transport Development of Mongolia, the Public 
Transport Department, the capitalʼs governorʼs office, private sector, state-owned services companies and 
international organizations, has a negative impact on the availability, timeliness, spatial availability and 
length of bus rotation.  

Effective policies can help establish standards and quality standards, promote innovation and 
technology, and improve the effectiveness of public transport services. On the contrary, poor policies lead to 
insufficient financing, inefficient allocation of resources and unequal service provision by geographical and 
ethnic groups, thus distorting the principle of equality of services. 

Historically, government policies relating to road transport have existed, but currently there are no 
separate policies. Nevertheless, comprehensive, unified and rational policies and systematic cooperation 
with international organizations are important. The project and program implemented without a policy also 
causes many problems, such as the loss of trust between international donor organizations and the 
impossibility of implementing new projects and programmes. Taking the right policies, directions and 
planning can take the right measures and achieve long-term sustainable results (Notes from an interview 
with an expert). 

The main problem is the lack of a long-term and comprehensive public transport policy that leads to a 
reactive, temporary solution rather than a proactive and well-planned solution. Therefore, the planning, 
implementation, monitoring and evaluation of evidence-based and comprehensive policies aimed at enabling 
the development of public transport must be given priority.  

Due to poor coordination between government agencies, inadequate implementation of standards and 
poor urban planning policies, narrow and unlit roads without bus turning areas have been built in the area. 
Within the district of Ger, there are narrow auxiliary roads. Small, low-capacity transit vehicles should be 
sent to the hilly and hilly areas of the new residential districts. Access to public transport in the remote areas 
is limited and the risks associated with road safety are high (Notes from an interview with an expert). 

Mongoliaʼs long-term development policy “Vision-2050” aims to establish a citizen-centered national 
service standard to ensure timely, flexible, accessible and high quality service delivery. One of the main 
documents guiding the public transport policy in Ulaanbaatar is a set of six major national and urban 
standards for public transport services, but there are still challenges to implement them. For example, 
surveys and interviews have shown problems such as long bus waiting times, overload, insufficient payment 
systems, the absence of comfortable travel conditions, limited access to disabled citizens and safety damage. 
Consequently, improvements in public transport services can be significantly improved through greater 
conformity and implementation of established standards. 

 

Conclusion and Discussion 
 

The study revealed a significant difference between the intended objectives of public transport and the 
actual measures used to assess their success and the actual delivery of services to citizens. In particular, the 
experts interviewed emphasized the importance of targeting policies and measures targeting vulnerable 
groups of the social spectrum, including people with disabilities. 

Using the STEEPL method to analyze expert interviews, it was observed that social factors (114 
responses) and political factors (100 responses) have the greatest impact on access to public transport 
services. Social factors (S) respond to a lack of travel culture, a shortage of professional resources in the 
sector, poor driver behaviour and a increase in traffic congestion. On policy and legal issues, experts have 
raised concerns such as insufficient route optimization, the poor management capacity of service providers, 
the insufficient evidence-based policy planning, the poor implementation of policies and standards, and  
the lack of coherence of policies.   

The first hypothesis of the study was confirmed: “Principal policy and legal factors affect access to 
public transport services”. The hypothesis that a factor is “more influential” than “more influential” allowed 
it to be confirmed even when it was ranked second among factors of influence.  

Public transport is one of the most important sectors that depends on the rationality and quality of 
decisions in public administration. In Mongolia, policy is focused on improving the availability of public 
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transport and creating opportunities for service use and ensuring client-friendly conditions. It should be noted 
that the international community has successful applied environmental friendly and citizen-centred public 
transport practices, contributing to improving the quality of life of citizens. 

Half of respondents thought that the public transport system in Ulaanbaatar was inadequate. In addition, 
a significant number of respondents pointed out that the accessibility of public transportation during the 
winter months was reduced due to severe weather conditions. The accessibility rating of residents of remote 
areas, elderly people and persons with disabilities was particularly low.  

Due to the lack of adequate public transport access, the use of private vehicles and other vehicles has 
increased and congestion has significantly increased. Traffic congestion is negatively affecting citizens by 
increasing financial burdens, causing time wasted, increasing stress and reducing opportunities, ultimately 
reducing the quality of life of individuals and households. 

The second hypothesis, “Public transport services do not adapt well to the needs and characteristics 
of persons with disabilities”, was confirmed. 

Improvements in public transport are key services in major cities, reducing congestion, helping citizens 
reach their destinations faster, saving time and money, and ultimately improving their quality of life. In 
particular, 88.1 % of respondents indicated that they would use buses if public transport was improved. This 
suggests that if public transport availability, accessibility and compatibility are improved, the number of 
passengers in Ulaanbaatar could increase considerably.  

What should the focus of policy makers, decision makers and policy implementers be, then? Firstly, 
Mongolia's government generally addresses public transport issues in general documents such as long-term 
development policy and government action programmes, so it is essential to develop and implement 
specialized medium-term policy documents for the public transport sector under the Development Policy, 
Planning and Management Act. 

The city of Ulaanbaatar needs to develop a coherent long-term, medium and short-term policy 
framework for public transport services in the capital and a comprehensive development plan for 
Ulaanbaatar. Similarly, the systemic approach of adopting simulation and scenario analysis as evidence-
based planning would improve policy implementation, and integrating big data, modern software, artificial 
intelligence, and traditional research and statistical methods would be widely integrated. In addition to 
improving the existing bus network – the only public transportation option in the city – it is important to 
develop multimodal public transport solutions such as special purpose buses, metro systems, shuttle buses 
and combined large, medium and small buses, in accordance with successful international practices. 

Overall, it must be emphasized that the experts interviewed have consistently emphasized the 
importance of effective coordination of public transportation activities by all stakeholders (government, lo-
cal organizations, state enterprises, private sector and international organizations) in order to develop public 
transport services in a plan-oriented and citizen-friendly manner. 
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or publication of this paper. 
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Figure 3. Number of bus-related accidents, by December 2023 

Source: [Bus-related accident… 2024]. 
 

Citizensʼ feedback and participation are in fact a crucial element of effective management of public 
services in many countries. For example, the Singaporean Public Service improved communications with 
citizens and adopted a large number of digital and offline platforms. Through channels such as REACH 
Information Listeners and Facebook chat, citizensʼ opinions and complaints are quickly collected and 
integrated into decision-making. This was an effective step towards improving the quality and accessibility 
of public services [ASEAN guidelines… 2020]. In accordance with this countryʼs approach, the Government 
of Mongolia established the 11-11 Centre in 2012 to receive petitions, complaints and suggestions from 
citizens and is stable in operation.   

It is essential to analyse public transport requests and complaints in order to identify accessibility 
problems and formulate optimal solutions. An information on petitions and complaints was collected in eight 
channels, including the Unified Services Centre in the capital, local administration offices, telephone 
numbers 1800–1200, 11-11 Centre, mobile applications, e-services, SmartCard, and the digital city 
platforms, SmartCard and digital city associated with public transport services.  

In 2023, 2,624 petitions and complaints related to public transport were received, mainly on issues such 
as sudden changes in public transport routes, accessibility, quality of services, expectations, frequency, bus 
stops and buses and driver behaviour. During Naadam Festival, complaints and petitions for public transport 
were also the lowest, but the number of complaints and appeals rose dramatically as citizens needed public 
transport during school and colder months (figure 4). 

 

 
 

Figure 4. Number of petitions and complaints, 2023, by month 
Source: [http://erp.ulaanbaatar.mn].  
 

In a random selection of 100 complaints submitted by 2023, 21 complaints concerning the number and 
time of arrival of buses were the most frequent, followed by 17 complaints concerning the optimal route and 
17 complaints concerning bus comfort (figure 5). 

As experts consider the importance of focusing on areas where bus transport is the only public 
transportation form in Ulaanbaatar, we interviewed 27 experts in the discussions on the results of the survey 
and complaints of the citizens, including representatives of government institutions such as the Mongo- 
lian Ministry of Road Transport Development, the Ministry of Public Transport and the Ulaanbaatar Traffic 
Control Centre, and representatives of international organizations carrying out projects in this area.  

14
15

10
32

29
42

13
37

36
35

10
18

January
February

March
April
May
June
July

August
Septe…

October
Nove…
Dece…

Number of people sustained injuries

204

138

185 164
110

106 69
148

466

230

208

266

Number of received petitions and complaints /by month/ /сараар/

http://erp.ulaanbaatar.mn/


Социология Восточный азимут: экономика, социология, этнология. 2026. № 1(4)

61 

Enkhjargal T. Improving the Effectiveness of Public-private Partnerships in Public Transport Services / 
T. Enkhjargal – Ulaanbaatar, 2014. 

Government Compliant Centre [Электронный ресурс]. – 2023. – Режим доступа: www.11-11.mn (дата 
обращения: 15.07.2025). 

Gross M. Transportation management in urban functional areas [Электронный ресурс] / M. Gross, M. Dudzińska, 
A. Dawidowicz, A. Wolny-Kucińska // Real Estate Management and Valuation. – 2024. – Vol. 32. – No. 3. – P. 1–19. – 
Режим доступа: https://DOI:.org/10.2478/remav-2024-002 (дата обращения: 18.02.2025). 

Helder Cristóvão. Nineth conference on Competition and Ownership in Land Transport. Affordability of urban 
transport / Cristóvão Helder. – Lisbon, 2005. 

Indicators of citizen-centric public service delivery. International Bank for Reconstruction and Development / 
The World Bank. – Washington DC, 2018. 

Keeley M. A Social-Justice Approach to Organizational Evaluation / M. Keeley // Administrative Science 
Quarterly. – 1978. – Vol. 23. – No. 2. – P. 272–292.

Martijn de Kuijer. Implementation of Mobility as a Service for Public Transportation in Malaysia [Электронный 
ресурс] / de Kuijer Martijn. – 2023. – Режим доступа: https://www.linkedin.com/pulse/implementation-mobility-
service-public-transportation-martyn-de-kuyer-7hcjc (дата обращения: 07.05.2025). 

Narantuya J. Perception of access to public services. Public administration / J. Narantuya // Theoretical and 
methodological journal. – 2022. – Vol. 2. – No. 15. – P. 4–19. 

NSO. From National Statistics Office [Электронный ресурс]. – 2022. – Режим доступа: https: 
//1212.mn/mn/statistic (дата обращения: 05.04.2025). 

Oyuntsetseg T. Problems of Pablic Passenger Road Transport and Ways to Solve them / T. Oyuntsetseg. – 
Ulaanbaatar, 2017. 

Public transport route improvement estimates / Mongolian University of Science and Technology. – Ulaanbaatar, 
2022. 

Study on the economic impact of public transport fares and subsidies / Ulaanbaatar Road Development Agency. 
Office of the Mayor of Ulaanbaatar. – Ulaanbaatar, 2022. 

Sunhyung Yoo. A Reinforcement Learning approach for bus network design and frequency setting optimization 
[Электронный ресурс] / Yoo Sunhyung, Brian Lee Jinwoo, Han Hoon // Public Transport. – 2023. – N. 15. – P. 503–
534. – Режим доступа: https://DOI:.org/10.1007/s12469-022-00319-y (дата обращения: 17.03.2025). 

The Global Risks Report-2023. 18th Edition Insight Report [Электронный ресурс] // World Economic Forum. – 
2023. – Режим доступа: https://weforum.org/publications/global-risks-report-2023/ (дата обращения: 12.10.2025). 

Transit Capacity and Quality Service Manual / Transportation Research Board. – Third Edition. – 2013. 
Ulaanbaatar News [Электронный ресурс]. – 2024. – Режим доступа: https://legalinfo.mn/storage/ 

uploads/process/202311/file_1698831459403624_160820225138612.pdf (дата обращения: 15.05.2025). 
Ulziijargal N. Introducing Intelligent Transport System in Public Transport Services / N. Ulziijargal, 

J. Doljinsuren. – Ulaanbaatar, 2014. – P. 1–17. 
Vimal Gahlot. Availability and accessibility assessment of public transport system In Jaipur city / Gahlot Vimal, 

Swami, Parida, Kalla. – India, 2013. 
Vision-2050 Mongoliaʼs long-term development policy. Resolution No. 52 of the Parliament of Mongolia / 

Government of Mongolia. – Ulaanbaatar, 2020. 
Vision-2050: A baseline study of Mongoliaʼs long-term development policy / Government of Mongolia. – 

Ulaanbaatar, 2021. 
Дата поступления рукописи в редакцию: 28.12.2025; 

одобрена после рецензирования: 15.01.2026; 
принята к публикации: 17.03.2026. 

Date of the article submission to the editorial board: 28.12.2025; 
approved after reviewing: 15.01.2026; 

accepted for publication: 17.03.2026. 


