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A Study on Satisfaction and Service Quality Evaluation of Seoul
Transit System from Gender Equality
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ABSTRACT : This paper aims to evaluate the quality of service in the Seoul transit system
considering gender equity, and consequently to help stake-holders make policies for service
improvement. The evaluation results show that the perceived service quality of woman is lower
than that of man. To identify the reason for this discrepancy, a multiple regression analysis is
performed in this paper. From this analysis, the common factors influencing on the overall service
satisfaction are ‘operating service’ and ‘public policies’. Especially, the ‘operating service’ factor
has the greatest impact on the quality of service, therefore the service to transit users has to be
improved rather than the ‘public polices’. In addition, a solution was provided for soving the
problems resulted from measuring the efficiency of service quality simply using a satisfaction of
service users. A detail analysis over the perfomance discrepancy by gender was also carrided out
objectively providing the satisfaction level. In conclusion, it is needed to introduce the concept of
gender to transportation for gender equity in Seoul.
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