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An Analysis of Determining Service Criteria for Seoul Bus Passengers
Using Modified-Importance-Performance Analysis(M-IPA)
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ABSTRACT : The bus is playing the most important role among intra-city public transportation.
Nevertheless, they have lost their competitiveness in the wake of alternative transportation modes
development and rising high-level service demand of Seoul bus passengers. Consequently, Seoul City
Government has been examining the satisfaction of service in bus system for providing passengers
oriented transport service and considering a convenience facilities from the first half of the year 1999.
But Seoul bus passengers have many dissatisfactions of service evaluation. So, in this study, we
analyzed the characteristics of service about types of bus. They are classified with the cluster analysis
and Importance-Performance Analysis(IPA). The result of this study is that the majority of users are
not satisfied with the qualitative items which are safety, kindness, convenience, reliability. Therefore,
the qualitative items are needed to consider with quantitative items for the improvement of bus service.

Key Words : bus service, characteristics of bus type, modified-importance-performance analysis
(M-TPA)
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