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Construction and Empirical Analysis of a Metro Passenger Service Quality Evaluation System
Li Muxi
Operation Branch, Xuzhou Metro Group Co., Ltd.

[ Abstract ] This study aims to develop a scientific and comprehensive service quality evaluation system for metro passenger

transport, validated through empirical analysis. Starting from the passenger perspective, we selected service quality
evaluation indicators covering multiple dimensions including riding environment, service attitude, operational
efficiency, safety assurance, and information provision, adhering to principles of systematicness, operability,

comparability, and guidance. Subsequently, the Analytic Hierarchy Process ( AHP ) was employed to determine the
weights of each indicator, ensuring objectivity and accuracy in evaluation results. In the empirical research section, we
designed detailed questionnaires and conducted field surveys at representative metro lines and stations, collecting
extensive first-hand data. Through data preprocessing and quality control, we established a service quality evaluation
model based on fuzzy comprehensive evaluation methods, with parameters estimated and validated. Finally, we
calculated comprehensive service quality scores for each station and conducted in-depth analysis of evaluation outcomes

across dimensions, key influencing factors, and existing anomalies.

[ Key words ] Metro passenger transport; Service quality evaluation; Analytic Hierarchy Process; Fuzzy comprehensive evaluation
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