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Abstract Based on a tram passenger satisfaction survey in Nanjing, a structural equation model
was established to explore the main factors influencing passenger satisfaction. Then, a
measurement model containing latent variables (convenience, reliability, comfort, and safety)
and observing variables was constructed to verify the goodness-of-fitting between the model and

the data. Then, a hypothesis model which revealed the effects of the exogenous variables

2015-10-28.

51338003 (973) No. 2012CB725402
1980~




2016 3

(passenger’s attributes, travel characteristics, and service quality of tram) on the endogenous
variables (passenger satisfaction and intention) was built to conduct path analysis. Then, the
current situation evaluation was provided based on an importance-performance analysis matrix.
Results indicate that comfort is not the main factor for passengers’ choosing tram to travel.
Improving comfort merely enhances passenger satisfaction, but has no positive effects on
intention, while improving convenience and reliability is the most effective means to increase
the ridership of tram. This means that passengers are sensitive to travel time, and waiting time

leagth will directly reduce tram ™ s competitiveness compared with other travel modes.
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Tab.1l Descriptive analysis of passengers’ individual characteristics

1 55.7% 44.3%
2 20 7.9% 20—30 33.8% 30—60 44.3% 60 14%
3 17.5% 2000 4.4% 2000—5000 51.3% 5000 26.8%
4 54.8% 45.2%
5 18% / 66.7% / 15.3%
6 73.2% 1—2  / 17.1% 3—5 / 6.6% 3.1%
7 / 17.5% 7.9% 2.6% 44.7%
2.6% 24.6%
8 24.6% 1.8% 3.1% 5.3%
8.3% 9.2% 47.8%
9 =5min 17.1% 5—10 min 21.9% 10—15 min 21.9% 15—30 min 20.6%
30 min 18.4%
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Tab.3 Reliability test results of data
30 min T7 T5
4 0.856
3 0.882
2 6 0.926
Tab.2 Descriptive analysis of tram service quality 3 0.799
- 16 0.954
indexs
T 3.80 0.65 2
T, 3.86 0.56
75 3.93 0.60
228
T, 3.97 0.71
Ts 3.65 0.76 100 150"
Te 3.10 1.10
T, 2.98 1.08 AMOS
Ts 4.36 0.47
To 4.20 0.49
Tho 4.10 0.64
T 4.20 0.51
T 4.18 0.46
T3 4.34 0.47
T4 3.71 0.83
Tis / 4.12 0.43
T 4.05 0.49
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29 Tab.4 Fitting indexes of analysis model
P 0.112 0.050
CMIN/DF 1.442 3.00
RMSEA 0.025 0.08
GFI 0.996 0.90
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Fig.1 Hypothesis model for tram passenger
satisfaction 5 6
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Fig.2 Measurement model
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Tab.6 Path coefficients of exogenous variables’

effects on exogenous variables

0.179  **x* 0.195 *xx*
0.258 **x* 0.210 ***
0.094 * —
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Tab.5 Path coefficients of independent variables’

effects on dependent variables
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