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Four dimensions model for passenger transport

hub operation service quality evaluation
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Abstract: In order to improve the operation service quality of passenger transport hub, the ser-
vice engineering theory was used to construct a service quality assurance system consisting of the
service quality definition, function deployment, quality evaluation and quality feedback. The
quality evaluation system was based upon four dimensions including efficiency, content, resource
and credit. Fuzzy factors of service quality were synthesized by fuzzy comprehensive evaluation
method. Concrete improvement strategies were provided based on the analysis of the gap between
passenger perception and service quality. Finally, the typical passenger transport hub was used to
verify the indexes and method. The results show that using the service engineering theory to re-
search the hub service quality can take into account both the interests of customers and operation

management. Four dimension evaluation index system is clear, simple and practical. The fuzzy
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comprehensive evaluation mode reflects the importance of each evaluation index and the actual op-

eration of the whole hub. The quality improvement system can provide scientific decision-making

methods and suitable measures for improving hub service level. 6 tabs, 2 figs, 10 refs.
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Fig. 1 Indices of each quality dimension
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Tab. 1 Initial establishment of operation service quality evaluation content of passenger transport hub
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Tab.2 Service quality evaluation indexes of passenger transport hub
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Fig. 2 Service quality improvement system of

passenger transport hub
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Tab. 4 Value standards of service quality evaluation indexes of passenger transport hub
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Tab.5 Weights of service quality evaluation indexes of passenger transport hub
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Tab. 6 Evaluation index scores of transport hub present situation
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FHREBE W O IR 55 B 2343 PF O AR 1) 65 R O IR 55

$E VAR S BRI IR 18 /R PR A s 8 G B X S AR
A ) A A PR R N A A AL
(3) W BUAT Hh AL BA S5t 412 v Hh AL 4 9
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FTRETT - J3 ANIE L A 4 B s RS A 58 B BR SR
Fofts th 47 7 sCAY IR 55 K FERFIRAE DL R & 0 ik %
R FHAR 7 0 AT A0 8] 2135 B R % » B S e 5 4
RIVRE ) o L AN T

5 & &

(DFBWANRS RG22 )55 T
SE VPR IR S R ZR G A R DL L R, AR S5 AR
5 TREBIE T 27 A RIS AR AL IR 55 o it Je VAN 5
TRARZR AL MR 55 o it e S R 55 D BE e O L IR 55 o
5 VPRI 55 T A R B . L R R TR RN
Z%VORUR A P 4 B ST TR S T VT A 4 A A
F o AEH T G B 5 R ST I ) £ TR B
FER 53— 78 B BE FORE G AR SV IR R AR AR AL Y
52528 Y [a) L,

(2) 2y T 47 b %ol 5 5t iR AT VA S A SO 2 IR
AT S BOBIVEAN TR A 2 A L T RS KA R 55
JoT S RO TEAN B R ) Wy % ds X A R 55 o A R S
BT

(3) 2R FHHEAX 2] J5 P74 # 45 H 09 350 43 B8 X Aix
2 A 55 JoT P RS R AT 1T ORI S 45 AR R W 4R B
(AR 2R 45 46 T T IR 5 ) » R AR SR 38 R . A
Jei I FH IR 25 T A R R 2 BE 325 4 57 5 oK LT BB L PRAT 3
V2GR 55 T AR AR TR

S & Lk

References:

C1D k)R PR . 2270 256 S A 432 78 KT W

etk ZBEFTL) ] RO TR0 K@ A% 5 T
FERR.2012,36(1) :25-28.
ZHANG Guang-hou, CHEN Yan-yan, LI Ping-pu. Study
on evaluation method of operational efficiency for inter-
modal terminall ] ]. Journal of Wuhan University of Tech-
nology : Transportation Science &. Engineering, 2012, 36
(1) :25-28. (in Chinese)

(2] & f.£ H.XB D.EWiigxshEEazA

PR R ER S PEMM AR )], 3l iz i L/ 515 B2

4 ,2004,2(4) :5-9,39.

LI Wei, WANG Wei, DENG Wei, et al. Grey relation-

ship multi-criteria appraising method study of the e-

valuation for urban passenger transfer hub[ J]. Journal

of Transportation Engineering and Information, 2004,

2(4):5-9,39. (in Chinese)

BB RN R A K I T I 1

Lo HAE IR A B % dm AR AL ek vh iy iz A LT . s

[3]

[4]

[6]

[8]

[9]

(10]

TR 2@ B 2% 5 T8 M, 2010, 34 (6) -
1108-1111.

LI Zhi-hong ,L.OU Xiao-hui,ZHAO Li,et al. Optimi-
zation of urban passenger transfer hub based on im-
proved method of gray correlation degree[ J]. Journal
of Wuhan University of Technology: Transportation
Science &. Engineering, 2010, 34 (6):1108-1111. (in
Chinese)

KEAR . EW N DEA J5 k73 i % 128 $e e fix 4 ¥ 40
Ty N B S LT ] 2 % 58 B 82, 2008, 25 (9)
145-149.

GUAN Chang-yu, WANG Zhe-ren. Application of e-
valuation for urban passenger transfer hubs[ J]. Jour-
nal of Highway and Transportation Research and De-
velopment,2008,25(9) :145-149. (in Chinese)
IVMEZER. — KA KBHRFRETRIMI] It
50 N RSSHE H AL, 2007,

SUN Xiao-nian,JIANG Cai-liang. Research on the in-
tegration of passenger transfer system[ M |. Beijing:
China Communications Press,2007. (in Chinese)
IR EAA. Ry LS FERIMLL bt i 4
KA AL, 2011,

XU Xiao-fei, WANG Zhong-jie. Service engineering
and methodolgy [ M ]. Beijing: Tsinghua University
Press,2011. (in Chinese)

MR LR, EHE, S A BKREIBIT AR T 42
WM 5 Ir k()] KL R¥%M: ARFL M,
2013,32(4) :54-61.

CHEN Hong. ZHOU Xu-biao, WANG Jian-jun, et al.
Safety evaluation indexes and method for traffic environ-
ment of highway tunnels[ J]. Journal of Chang’an Uni-
versity: Natural Science Edition, 2013,32(4):54-61. (in
Chinese)

PR, 1 R 2. %38 WX 4 IR 5% 58 W Blc 3 7 i iF o
[J]. AR T F:,2012,37(3):197-201.

HUA Bing-wei, REN Jun-xue. The service strategy
improvement method research of passenger hub[]].
Highway Engineering,2012,37(3):197-201. (in Chi-
nese)

Jensen M J,Sleven C L. Quality of life in central cities
and suburbs[J]. The Annals Regional Science, 1997
(31):431-449.

Hoogendoorn S P,Daamen W,de Boer A.et al. Asses-
sing passenger comfort and capacity bottlenecks in
dutch train stations[J]. Journal of the Transportation

Research Board,2007,2002(3) :107-116.



% 3 4 LA, E BB RMAIR SR TR g AR




