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The Development of Performance Measures in Railway Services

A
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ABSTRACT

After the reform of rail industry, a system to evaluate service qualities is required for
the continuous improvement of railway service and the strength of competitiveness.
This research provides evaluation categories and indices which are considered to be
suited to the evaluation of rail service qualities. This study provides 4 categories and
11 indices to assess the rail service qualities: provision—operation interval/average
operation speed, reliability-regularity/operation cancellation rate, safety- train usage
term/facilities for the weak, client satisfaction—- easiness of reserving and purchasing
of tickets/comfort of queuing facilities/ kindness of train crews/ pleasantness of
trains/provision of information, etc.
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