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Horizontal service quality evaluation of
urban rail transit based on matter-element extension theory

CHEN Tianyan"?, CHEN Jingxu"’
(1. School of Rail Transit, Fujian Chuanzheng Communications College, Fuzhou 350007, China;
2. Collaborative Innovation Center for Rail Transit Safety, Fujian Chuanzheng Communications College, Fuzhou 350007, China)

Abstract; In view of the problems that the service quality evaluation of domestic urban rail transit cannot
directly reflect the difference of the service quality between various evaluation objects, nor can it directly
present the key factors affecting the service quality, a horizontal service quality evaluation method of urban rail
transit based on the matter-element extension theory is put forward. The method covers the key steps of the
construction of evaluation index system, the construction of matter-element extension model, the weighting of
evaluation index, the calculation of total correlation degree and the determination of evaluation grade. The
horizontal service quality evaluation of the stations of a representative urban rail transit is selected for empirical
analysis. Research results provide scientific basis and targeted improvement suggestions for operation-
management departments of urban rail transit to optimize service quality, which is of great significance for
promoting the sustainable development of urban rail transit industry.
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Fig.1 Overall process of evaluation method
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Tab.2 Criterion of validity
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Tab.3 Example of subjective empowerment scoring
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Tab.4 Distribution, recovery of questionnaire and reliability, validity test results
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