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Abstract

The continuing growth of transportation and communication has resulted in the spread of transportation
information interlocked with the Internet. General users are actively seeking web-based transportation information
and are trying to apply it into their lives. Now the implementation of user-centered transportation information
services are becoming the essential activity for pertinent companies or public institutions. In this paper the author
tried to measure the quality of web sites featuring transportation information using the robust measurement tool
called WebQual. In addition, the author investigated the relationship between the components of WebQual
(usability, information quality, and interactivity) and satisfaction/intention to revisit. According to the results,
WebQual had the effectiveness of confirming the service quality for the web sites of transportation information.

Also the components of WebQual had positive influences on satisfaction and intention to revisit.
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Table 1. WebQual 4.0
Category
Usability

Description

| find the site easy to learn to operate

My interaction with the site is clear and
understandable

| find the site easy to navigate
| find the site easy to use
The site has an attractive appearance

The design is appropriate to the type of
site
The site conveys a sense of competency
The site creates a positive experience for me
Information Provides accurate information
Provides believable information
Provides timely information
Provides relevant information
Provides easy to understand information

Provides information at the right level of
detail

Presents the information in an appropriate
format

Service Has a good reputation

Interaction .
It feels safe to complete transactions
My personal information feels secure
Creates a sense of personalization
Conveys a sense of community

Makes it easy to communicate with the
organization

| feel confident that goods/services will be
delivered as promised Overall impression

Overall My overall view of this Web-site
impression

ﬁ
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Table 2. User satisfaction and Intention to revisit

Category Measurement Related Works
User - increase satisfaction  Brewer (2000)
satisfaction ~ about the provider ~ McKinney et al. (2002)

- increase positive Magin et al. (2003)
impression about Fornell et al. (1996)
the provider Oliver and Swan (1989)
- have a positive Patterson et al. (1997)
attention about the  Davidow (2000)
provider more than  Gustafsson et al. (2005)
before
Intention - | have not thought  Blodgett et al. (1993)
to revisit other websites Lederer et al. (2000)

- | will use the website Lin and Lu (2000)
in the future.

- | will revisit the
website soon.
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Table 3. Studied web sites
Category Name and Address
Central National Transport Information Center
government (www.its.go.kr)
Urban Traffic Information System
(www.utis.go.kr)
Korea Expressway Corporation
(www.ex.co.kr)
Local Jeju Special Self-Governing Province
government (www.jejutour.go.kr)
Daejeon Intelligent Transportation System
(traffic.daejeon.go.kr)
Busan Transport Information Center
(its.busan.go.kr)
Private Naver - (map.naver.com)
company

Daum - (map.daum.net)

Google - (maps.google.co.kr)

9 7S FYtAM =7 AE PAE 5y Hd
ZIASHES skt o2 S8l SR AE 7 A
ol dete® Ad 1579 1] ARE Folom, $HE
T AR 2 ARk A A HE ot
= Stk AEAlE & 25055 HiH-sllaL o] FolA
AA R FAE AEAE 200730 FAE AEA Tl
M ggol B Sl wA gle Fo A
A& v =Ry

Aska, AaHH oz 5 185%e] 48
S
=

o® ol BAL Agaith. +1H ARE T2 B
A%A T2l SPSS 15.0% ol &ajo] EAESIT.
QA7ANE AN A8l B4 AESEAS] U
FEASL ABRE ANl Eio] 0T oS FEE
¢ Rolt} thgom 4TSRS F ARD Wiso]
U A% B Belete] o] Fel F4je] A



Atticle The Evaluation of Web Site Service Quality for Transportation Information

Table 4. Demographics

Table 5. Reliability and validity analysis

Category Number  Ratio(%)
Gender men 13 61.1
women 72 389
Age 20-29 95 51.4
30-39 80 432
over 40 10 5.4
Hours of 1-2 hours 48 25.9
internet use - 53 hours 63 3.1
per one day
3-4 hours 40 216
over 4 hours 34 18.4
Purpose to checking e-mails 7.6
Uee ipternet . news reading 34.1
(multiple choices
available) data searching 40.0
hobby 11.9
shopping 38
the others 2.7
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Factor ~ Cron-  Composite

loading bacha Reliability

Construct  ltems

Usability U8 0.754  0.881 0.851 0.452
U2 0.730
U6 0.711
u7 0.655
U1 0.633
U3 0.613
U4 0.593
Information Q4 0.758  0.879 0.844 0.521
ouality g5 0.750
Q2 0.743
Q3 0.735
Q1 0.614
Interaction 14 0.747 0.874 0.860 0.506
15 0.744
16 0.738
17 0.728
12 0.696
1" 0.606
Satisfaction S2 0834 0845 0.856 0.666
S3 0.829
S1 0.784
Intention to R1 0.851 0.922 0.874 0.698
revisit R2 0835
R3 0.820
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Mean
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Table 7. Regression - User satisfaction

The Evaluation of Web Site Service Quality for Transportation Information

Dependent Independent Std. .
Variable Variable Error = E 319,
User (Constant)  0.400 0.165 2422 0.016
satisfaction
Usability 0.612 0.064 0542 9.540 0.000
Information  0.170 0.051 0.180 3.350 0.001
quality
Interactivity 0.078 0.037 0.107 2.089 0.038
= 0.486, Adjusted R? = 0479, F = 73.151 (P = 0.000)
Table 8. Regression - Intention to revisit
Dependent Independent Std. .
Variable Variable Error = t Sig.
Intention  (Constant) 0.347 0.168 2.068 0.040
to revisit -
Usability 0.112 0.043 0.132 2.602 0.010
Information  0.599 0.064 0.531 9.351 0.000
quality
Interactivity  0.172 0.050 0.183 3.413 0.001

= 0491, Adjusted R® = 0.485, F = 74.681 (P = 0.000)
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Table 9. WebQual analysis and User responses

Central Local Private

ey government  government  company

Usability 5.25 6.63 475

Information 6.71 6.14 471
quality

Interactivity 457 343 414

User 6.33 6.00 433
satisfaction

Intention to 4.00 233 5.00
revisit
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