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Abstract

In Japan, passenger demand for public transport has been decreasing, and many transport
operators are forced to downsize or discontinue their services, mainly in the regional areas.
Against such challenge, establishing a system to evaluate transport services with objective
criteria, and making continuous improvement of service quality, may lead to the improvement
of customer satisfaction and the increase of passengers, and eventually may lead to the

improvement of profitability of the public transport.

In European cities, there is a system to evaluate the transport service of private operators
according to the criteria defined in the contract, and to make improvements accordingly, in

reference to the EU guideline, etc.

Based on such background, in order to “visualize” the service level of public transport in Japan,
this research examines items, criteria and measurement methodologies for evaluating the

service level of public transport, through case studies of European countries.

Paris (Rail + Metro * Tram * Bus)
France .
g Montpellier (Tram - Bus)
ase
Berlin (Rail + Metro * Tram * Bus)
Study Germany .
: Bochum (Rail + Metro « Tram * Bus)
Countries -
London (Rail + Metro *+ Bus)
U.K. )
Nottingham (Tram * Bus)

The findings of the research are as follows:

Focus of Research European Case Studies

*  Operation rate (service cancellation), punctuality,
information provision, comfort and customer service were

included in evaluation items in almost all cases.
Items and criteria

. e Similarity was observed in evaluation items within one city.
for evaluation

¢ Even within one transport mode, specific criteria are different
between countries and cities, and no similarity was found.

e Performance measures (objective evaluation), customer

Methodologies satisfaction surveys (subjective evaluation) and mystery

for measurement shopping surveys, etc.

e Adoption of a bonus and penalty system that
increases/decreases the contract fee paid to the operators

Utilization from transport management bodies of respective cities.
of Evaluation Results e Utilizing the results as judgment criteria for contract
(examples) extension and for future biddings.

*  Producing annual reports on the results and disclosing them

on websites, etc.
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