ERTHRENIE - $£30%5 18 2017F 27

doi; 10.3969/j. issn. 1672 -6073.2017.01. 024

g DL 22 i s 5 R 55
Jo s VAL B B TR SR

)k, B
(R Rz E AR R, B 430035)

OB DIDUHLE S 2015 4RIz B B0 ], AR 408 3 3 030 52 3 2 0 iz 55 28 G ) O 3R il B
A () s o S S 45 R A R R R R R R O R W B P A B, A5 R R RO 95. 85 %, il T L A
Kk 67.07 Kl k] sCDUHE 5838 2015 AR 1258 AR 55 o i Ak T3 K HLS 5 — R 22l Al
MR A —E 22 . MIPEEE R B, iDUHE 22 1 % Pk B Bt 3 445 B 5 07 T A 135 58 3% , B
X [R] B ) 43 X 5« DG 22 4 BEOA T4 , 0 0 52 o IR 55 AR B R, TR AT B 1Y ”’“%Mi/\,,n 7%
WA It , 452 v A 55 ) 5 BE L ofe A o 4 B2 R ofe % Y 0l R, DAMYHE — 25 B T DU S8 1 as o IR 55
IDinsis

KR ITHIES
hESES: F530.7

5 B RSS UE; ARE
akFRERR: A

B MTHEAR
TERHS. 1672 -6073(2017)01 -0114 -05

Evaluation and Improvement of Service Quality of Wuhan Rail Transit

LIU Bin, ZHOU Shaoxiong

( Wuhan Metro Operation Co., Ltd., Wuhan 430035)

Abstract: A passenger satisfaction questionnaire is designed in line with the characteristics of the urban rail transit passenger
service system and the operation situation of Wuhan rail transit in 2015. The passenger satisfaction rate and passenger satisfac-
tion index were calculated by building a structural model. According to the result of the questionnaire survey, the satisfaction
rate is 95.85% and the satisfaction index is 67.07. Evaluation results show that the service quality of Wuhan rail transport in
2015 is already at a high level, but compared with world-class transportation industry, it has to be improved in safety, equip-
ment and travel information. To solve these problems, safety management will be ensured ahead of other solutions. By impro-
ving the service management system, forming closed-loop regulatory system and taking specific measures, it is expected to be a-
ble to improve service reliability, convenience and travel comfort, so as to further enhance the service quality of Wuhan rail
transit systems.

Keywords: urban rail transit; transit service quality; passenger satisfaction; evaluation index
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Structural equation model for passenger satisfaction in rail transit
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Tab.3 Structural equation coefficient
and normalized weight
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Tab.4 Satisfaction index variable value
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