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Research on the Inﬂuence of Fuzhou Metro Service Quality on Passenger
Satisfaction and Loyalty
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Abstract
With the development of economy, more and more cities begin to construct subway.
Because of the advantages of safety and speed, subway is becoming the main means of
transportation for people to go out. This study takes Fuzhou Metro as the research object,
and intends to explore the influence of subway service quality on passenger satisfaction and
passenger loyalty. Based on SERVPEREF scale and literature, the research model is built.
The service quality is evaluated from six dimensions of comfort, reliability, responsiveness,
tangibility, assurance and care. The data is analyzed by SPSS 23.0 software to verify the
impact of service quality on passenger satisfaction and loyalty. Based on the research results,
this paper puts forward a series of suggestions to improve the subway service, aiming at

promoting the good development of Fuzhou Metro.
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