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The Effect of COVID-19 Perceived Risk on
Railway Customer Experience
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Abstract Due to the so-called COVID-19 pandemic, railway service management has also faced an
unprecedented situation over the past. This study conducted a survey of customers using high-speed railways
during the COVID-19 pandemic to explore the impact of infectious diseases on the railway service customer
experience. As a result, customer satisfaction and loyalty increase as customers are more aware of the
quarantine-related services provided by railway operators. The moderating role of customer's COVID-19 risk
perception was examined as well because there are individual differences in the level of thinking dangerously
about Covid-19. As a result, the perceived level of the service's quarantine-related services has a significant
impact on customer satisfaction when the customer's risk perception of Covid-19 is at an appropriate level, but
its impact is relatively weak when the customer's risk perception is significantly high. Eventually, only the
complete extinction of COVID-19 risk will bring a complete recovery to the service industry. Nevertheless,
during the epidemic period, it was confirmed that the main service characteristics are that the service operator
thoroughly conducts quarantine activities and faithfully communicates with customers.
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The Effect of COVID—19 Perceived Risk on Railway Customer Experience
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Figure 1. Proposed Conceptual Model
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Table 1. Sample Characteristics

N %

Cender Male 33 317

Female 137 62.3

20-29 3 3.5

30-39 7 3.0

Aae 40-49 43 195
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Table 3. Correlations of Variables

# of rides in the last year
Times N %
1 29 132
2-3 92 418
4-5 49 22.3
6-9 20 9.1
More than 10 30 136
Total 220 100

M SD 1 2 3 4

1. Perceived

COVID-10

Prevention 364 | 715 | (85

Services
2. Customer

Satisfaction 3929 | 701 | 468 | (.909)
3. Customer

Loalty 395 | 723 | 525 | 717 | (824)
4. Perceived Risk | 4140 | 754 | 212 | 238 | .228 | (.815)
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