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A Development of Service Quality Evaluation Models for Subway Passengers

- Focusing on Subway Line No. 2 and 7 in Seoul -
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ABSTRACT : In this study, we developed QOS(Quality of Service) evaluation models using the
structural equation methods for subway passengers in Seoul(Specially line No. 2 and 7), with
considering evaluation items and indicators which are reflected characteristics of service for subway
passengers. In the case of Line No. 2, the most important evaluation item was accessibility and for
Line No.7, was kindness. The result of this study implies that it is needed to emphasize service
differentiation according to the characteristics of subway's line. Consequently, it is needed to evaluate
the qualitative service which the users feel, when QOS(Quality of Service) of subway is evaluated.
This developed QOS(Quality of Service) evaluation models will be used as basic data for improvement
of service in the future.
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