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Abstract

The purpose of this study is to analyze the correlation and the causal relation between the
service quality, customer satisfaction and revisit intent of an urban railway. A structural
equation model(SEM) was developed and analyzed using SPSS 21.0 and AMOS 21.0. The
results showed that it satisfies the fitness of the model mostly: the reliability, convenience,
safety of the service quality have a significant positive impact on the customer satisfaction
(p<.05) and the tangibles(-.187) and responsiveness(-.103) have no impact on the customer
satisfaction (p>.05.). The customer satisfaction has a significant positive impact on revisit
intention (p<.001). The factors affecting the service quality and customers’ satisfaction were
found to be ranked as the order of reliability, convenience, safety, responsiveness, tangibility
based on the high priority. The findings of this study will contribute to provide a practical
tool to establish a mid-long term management plan and management strategies for boosting
the customer satisfaction and creating revenue through the customized service of urban railway
operating industry suffering chronic deficit.

Keywords: customer satisfaction, revisit intent, service quality, urban railway, structural
equation model(SEM)
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Figure 1. Research process
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Table 1. Frequency analysis
Sivrm == Percnt
Sex Man 382 789
Woman 102 21.1
Age 10's 10 2.1
20's 101 20.9
30's 154 31.8
40's 163 337
50's 44 9.1
More than 60's 12 2.5
Job Office worker 335 69.2
Business owners 17 35
housewife 30 6.2
Unemployed people 6 1.2
Students 79 16.3
Etc 17 35
Purpose Go to work and go home 237 49.0
school 30 6.2
Business 49 10.1
Everyday life 126 26.0
Etc 42 8.7
frequency Daily use 148 30.6
Frequently used 156 322
Occasional use 175 36.2
Use free 5 1.0
Time of use Before 07:00 34 70
07:00-09:00 204 42.1
09:00-18:00 164 339
18:00-20:00 61 12.7
After 20:00 21 43
Sum 484 100.0
o] g=A o Z.E|Zo] 237H(49.0%), o &HIEE tjd o]go] 1487(30.6%)°] 181 o] &ATHe EHA]
ZHRHEAIZIQD -] ETAIZH0T-094) ol 7 o] o]8stal Q= ASR UEpyitt
2. AE2|E4EE 2
2 AFolMe TAEE A AHAEE S/ ST IATRE, T2 3 Aol oJAte] tighk SRS 7
WHQPY 722 9o Cronback's o @S ol4ato] A4S 245 Arke Table 29 2o}
Cronbach's agte] 0.7 ogold WHAdTFo] =2 AL & 4 Qe o & A9 ARl it
2l B4 H2]4(0.658)= ALl E 4219] Cronbach's a A7t 07014402 M2 Al
LA gebgtom, B4 29 Cronbach's a A4E 0.601442] ghe Ho] Folomg Aol 2
ol Rel7t ee slskn
Table 2. Cronbach’s a value
Ttem Measured variable Cronbach's a
Tangibles 4 770
Reliability 4 812
Responsiveness 4 .863
Convenience 4 .658
Safety 4 841
Customer Satisfaction 4 .850
Revisit Intention 4 .909
Sum 28 =

61
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2) Hat= 24
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Table 3. Fit analysis

It Absolute Fit Index Incremental Fit Index
e X2 x2/df GFI AGH RIVSEA CHI TU  NH
Early Model 1010.288  3.071 857 823 .065 .902 914 879
Correction Model 942116 3.109 .860 825 .066 919 .906 886
Acceptance Value - 3 209 209 €0.05 209 209 >0.9
00.8 Acceptance 00.8 Acceptance (0.1> Acceptance
lirmits) lirmits) lirrits)
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Table 4. Correlation analysis

Customer Revisit

Item Tangibles  Reliability Resporsiveness ~ Convenience Safety Satisfaction e
Tangibles 1
Reliability 862 1
Responsiveness 726 878 1
Convenience 15 704 736 1
Safety 710 756 720 821 1
Customer Satisfaction .682 155 713 .820 .802 1
Revisit Intention 555 631 .606 648 617 182 1
% p<05
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1) HEZ=3I A2A(Non-standardized Path Coefficient)

H|Z33 H 2459 o4 HAL2 Fo4< 0.055t4 AAlstglon AP A= Table 59F 2t
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TS0 ARAF FA ol SFO)Z AHoR A Rohs Aom BHSIHE .
p>.05). ERE, VATS L= Ao goJAtel] oot A (+) 9] FaFS nA= Ao YERHIL(8)0, p<00D), AL
AVEET} £ol A4S Aol SOAE Holle Zoa PrrE,
Table 5. Non-standardized path coefficient's analysis
Division Estimate S.E. CR P

Tangible — Customer Satisfaction -.204 164 -1.244 213

Reliability — Customer Satisfaction 619 277 2.235* 025

Responsiveness — Customer Satisfaction -.099 144 -0.691 489

Convenience — Customer Satisfaction 525 .161 3.271%* .001

Safety — Customer Satisfaction 205 104 1.962* .050

Customer Satisfaction — Revisit intent 1.090 .068 16.020*** 000

* p<05, ** pd01, *** p<001,

2) BE31 A=27(Standardized Path Coefficient)
B35 FARASTY o4 AAL Folae= 0.055kfA HAAStE e AAZATE Table 63 2t

Table 6. Standardized path coefficient's analysis

Division Estimate S.E. CR P
Tangible — Customer Satisfaction -.187 164 -1.244 213
Reliability —Customer Satisfaction 516 277 2.235* .025
Responsiveness — Customer Satisfaction -.103 144 -0.691 489
Convenience — Customer Satisfaction 480 .161 3.271%* .001
Safety — Customer Satisfaction 221 .104 1.962* .050
Customer Satisfaction — Revisit intent 187 .068 16.020*** 000

* 05, ** pd0l, *** pd001,
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F2 Figure 37 Zrt,
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Figure 3. Standardized path coefficient
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