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Abstract .  Considering the lack of consideration in passengers’ per-

ception on the transit service in the current public transit evaluation
process that focuses more on the quality of hardware, this paper intro-
duces an users’ perceived service quality concept. This concept uses
the difference between the expected and perceived service quality as
the basis to develop an service evaluation system. The method has
been applied to the service quality evaluation of Beian Elevated Line
(Shanghai) and Bus Line 119 (Chengdu) with the survey data collected
at two service lines. Through analyzing the quality of the two service
lines, the feasibility and validity of the method are demonstrated. The
case study result also shows that fare level, waiting time, in-vehicle
space and transferability are the most important elements to improve
urban public transportation service quality.
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Tab.1 Service quality evaluation methods based on customer’ s perceiving difference comparison and performance evaluation
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Tab.2 Current evaluating indices of public
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Fig.1 Flowchart of public transportation service quality
evaluation based on passenger perception
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Fig.2 Journey of public transportation passengers
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Tab.3 Questions in the public transportation service quality evaluation scale
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Fig.3 Example of public transportation service quality evaluation grade scale
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Tab.4 Routing conditions of two cases
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Tab.6 Validity analysis results (Pearson correlation coefficient)
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Tab.5 Reliability analysis results
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Tab.7 Analysis results of data statistics
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Fig.4 Expected and perceived service quality comparison of public
transportation passenger of Beian crossover line and 119 bus line
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