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Abstract

As the ‘population decline society’ approaches, there is a decreasing trend of the
passenger demand on public transport services in each area. In particular, many of
private transport operators in local area are inevitably reducing or withdrawing their
services. For this situation, it is considered that building a system for securing
transportation services in higher quality and satisfaction can possibly bring an increase
of the users and an improvement of the profitability.

This research study aimed to examine the methods for the evaluation of the regional
public transport services in Japan, based on the preceding study on EU's guideline
(EN138816) and European case examples, which was conducted by PRILIT in 2014.

In this study, the evaluation methods of the service were divided into “Service provider’s
view” and “Customer’s view” and examined respectively. In the “Service provider’s view”,
EU's cases gathered in 2014 were sorted out into 101 evaluation items with respective
measurement methods, and their data availability was checked with the providers
through a questionnaire survey. In the “Customer’s view”, two kinds of questionnaire
surveys were conducted, one on the streets and the other through the internet, with the
items narrowed down from EU's evaluation items, and then compared the both results.
This study reports each result.

(D Service Provider’s View (Measurement of Performance)

The survey results were that approximately 70% of the 101 performance evaluation
items were available. For the rest 30% of the unavailable items, the main reasons
for the data not being measured were; 1) the differences in customs and viewpoints
of EU and Japan, and 2) the heavy burden associated with the measurement.
Considering these results, it was found that some preparation period is needed for
the actual measurement so as the selection of the items for the performance
evaluation.

@ Customer’s View (Measurement of Satisfaction)

For the three transportation modes of railway, tram and bus, two methods of the
satisfaction questionnaire surveys, one on the streets and the other through the
internet, were conducted respectively and their results were compared in terms of
the response rate, gender ratio, age and the tendency of the response contents, if
any. At present, survey on the streets is considered to be more effective method. In
addition, we were able to acquire one set of sample value of satisfaction survey for
the each three transportation modes which could be a reference for future studies.
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