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A literature review on service quality evaluation of

normal ground public transport
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Abstract: In order to scientifically and reasonably improve service quality for the planning, design,
management and other stages of normal ground public transport, a large number of domestic and foreign
literatures about service quality of normal ground public transport were analyzed, and evaluation
perspectives, evaluation indices and evaluation methods were emphatically reviewed. Evaluation
perspectives include the single perspective of government, operator and passenger, as well as the multiple
perspectives composed of them. Evaluation indices include subjective and objective evaluation indicators,
and evaluation methods include discrete selection model, statistical regression model, structural equation
model and other methods. Finally, combined with the research needs for service quality evaluation of
normal ground public transport and the problems to be solved in this field in China, the future research
direction was discussed. The results show that the service quality evaluation of normal ground public
transport lacks effective government supervision mechanism and comprehensive evaluation indicators from
subjective and objective perspectives. The relationship of the service quality of normal ground public
transport with subsidies and management rights is the future research direction.
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