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Service Quality Evaluation and Optimization Strategies
for Railway Stations Based on IPA-KANO Model:
A Case Study of Shenzhen and Hong Kong Metro Stations

YIN Longbiao', SONG Bingjing', LUO Jiaying’, TANG Lei’, YANG Qingjuan’, LUO Shixian’
(1. China Railway First Survey and Design Institute Group Co., Ltd., Xi’an 710043;
2. School of Architecture, Southwest Jiaotong University, Chengdu 611756)

Abstract: This study systematically researches and discusses service quality evaluation for the construction of high-density
urban rail transit stations in the context of China’s rapid economic and urbanization development. Based on the previous results,
21 evaluation factors in five dimensions, namely, environmental safety, business and service, spatial design, ecology, and humanistic
care, are proposed in conjunction with field research and national standard documents. Field surveys are carried out with
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Shenzhen and Hong Kong metro stations, with a total of 553 valid questionnaires collected on-site, to study the importance of the
service elements as well as the satisfaction of metro users as perceived by them. Through the IPA-KANO model, this paper constructs

the correlation matrix of implicit and explicit importance of service elements and determines the improvement priority of service

elements in metro stations. The results show that the comprehensive scores of commercial diversity and station commercial

condition elements are low, and the comprehensive scores of guidance system, station rest facilities, and entrance/exit

design elements are high. Based on the results, this paper proposes a strategy for optimizing the design of metro station facilities

and space based on service quality improvement in terms of different priorities and levels of importance. This paper innovatively

applies the IPA-KANO model to the optimization of service quality of rail transit stations, and constructs a more targeted

evaluation system of service elements by combining the analysis methods of explicit and implicit importance.

Keywords: IPA-KANO model; urban rail transit; underground railway station; service quality; optimizing strategy
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Figure 1 The IPA-KANO explicit and implicit importance
analysis matrix
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Figure 3 The index system for evaluating the service quality of rail transit stations
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Table 1 Satisfaction’s reliability and validity statistics
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Table 2 Importance’s reliability and validity statistics
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Figure 4 Explicit importance of the overall service elements
across different rail transit station types
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