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The Analysis of Service Characteristics for Subway Passengers Using
The Importance-Performance Analysis(IPA)
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jung-Soo Park - Tae-Ho Kim - Sang-Hoon Yoon - Gi-Mok Bae

Abstract

It is reported that many users of the subways in Seoul are not currently satisfied with the subway services. The
cause of the dissatisfaction is that the qualitative items and indexes are not considered properly, and also does not
diversify the evaluation items to follow the change of subway environment. Therefore in this study the evaluation items
and indexes that can reflect of the subway users' characteristics are examined and synthesized. Then the characteristics
of service are analyzed for the senior subway system users and junior subway system users that are classified with
the cluster analysis. The result of the study is that the majority of users on subway are not satisfied the qualitative
items which are safety, kindness, comfortableness, convenience excepting for punctuality and accessibility. So, if the
service of subway users improve, the qualitative items is needed to consider with quantitative items.

Keywords : Service of subway, The characteristics of line, Importance-performance analysis(IPA)
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