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Research on the Improvement of Urban Rail Transit Service Quality Based on Passenger Satisfaction
Ming Wang, Jing Wang, Hong Wang, Yingying He
Shaanxi Intercity Railway Co., Ltd.

Abstract: Urban rail transit is the core carrier of urban public transportation. Identifying service weaknesses and optimizing
operational services based on passenger satisfaction is essential for refined operation and quality improvement of urban rail
transit. Based on the SERVPERF performance evaluation model, this paper constructs a passenger satisfaction evaluation
system covering station facilities, train operation, passenger flow guidance, ticketing service and humanized service.
Through investigating passengers’ service perception, this paper summarizes prominent problems including crowded
waiting environments, insufficient peak transport capacity, inadequate convenience facilities, delayed emergency service and
inefficient customer response. By analyzing the causes in operation scheduling, facility maintenance, staff management and
service planning, this paper proposes targeted optimization strategies in view of differentiated demands of commuters and
elderly passengers, including capacity improvement, facility upgrading, service optimization, passenger flow control and
intelligent transformation. The research can assist rail transit operators in improving service quality according to passenger
demands, enhancing overall passenger satisfaction and perfecting urban public transportation service system.
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