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User’s Satisfaction and Quality of Service Using Quantitative Measures
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Abstract

This study analyzes the user satisfaction of public transportation service. We analyzed the relationship between the
indicators each user experienced and service by establishing the ordered logit model, in the five service items which
are the headway, service fee, access time, driving accuracy, safe driving. The analysis result showed that the expected
satisfaction users felt was different according to the mode, service, and region. This result is expected to be more
accurate, as it used quantitative analysis to overcome the limitations of qualitative analysis, which was used in the
surveys of public transportation satisfaction until now. If we compare the maximum of expected satisfaction by the
users according to the service items to the achieved level, we can set the direction of policy to the relatively inferior
service article. Thus, more effective service could be provided and the satisfaction of users is expected to consistently
rise. Therefore, from now on, it is necessary to consider both quantitative/qualitative sides when doing the satisfaction
surveys.
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