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Tangibles

Modern equipment.

Visually appealing facillties.

Employees who have a neat, professional appearance.
Visually appealing materials associated with the service.

Responsiveness
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Keeping customers informed about when services will be performed. ¥ g E & &35d (¥4 5

Prompt service to customers.

Willingness to help customers.

Readiness to respond to customers’ requests.
Reliability

Providing services as promised.

Dependability in handling customers’ service problems.
Performing services right the first time.

Providing services at the promised time.

Maintaining error-free records.

Empathy

Giving customers individual attention.

Convenient business hours.

Employees who deal with customers in a caring fashion.
Having the customer's best interest at heart.

Employees who understand the needs of their customers.
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RN
IMRAD #%t Abstract Word g > 5 EH

With its operating model becoming more and more mature, Taipei Metro has turned into a
service-oriented transportation business. Wayfinding systems play a major role in this
transformation.  Accurate, precise and comprehensive wayfinding systems improve the
service quality of Taipei Metro by helping passengers determine directions quickly, thus
preventing crowd congestion. By conducting questionnaire surveys among Taipei Metro
passengers, this study analyses how Taipei Metro’s wayfinding systems are perceived by its
passengers. Based on the survey results, priorities can be determined with regard to service
strategies and resource allocation, not only for Taipei Metro but also for other metro systems.
This study indicates that Taipei Metro’s wayfinding systems can be divided into four (4) service
areas: Service staff (Services provided by staff), Sign design (Signpost), Facilities design, and
Mobile applications (Apps). Different demographics rate the importance and performance of
those four (4) areas differently. Importance-performance analysis shows that Taipei Metro
passengers consider “Service staff (Services provided by staff)” as highly important and are
generally satisfied with this service area. In terms of “Sign design” and “Facilities design,”
Taipei Metro passengers consider the following items as highly important but are not satisfied
with them: “by following the signs, passengers can quickly find the information they need,”

29 ¢c

“by following the signs, passengers can reach their destination,” “passengers are satisfied with

99 ¢¢ 29 ¢¢

the signs,” “content of the signs can help passengers determine directions quickly,” “the signs
are not misleading,” and “the signs are noticeable.” With mobile devices becoming more and
more popular, “Mobile applications” which are rated among the lower priorities may become
increasingly important in the near future. This study also suggests that wayfinding systems
should be designed for passengers who have never used the systems before, especially for the
elderly. Some ways of improving the systems include using Closed-circuit television (CCTV)
to identify and monitor crowd congestion, re-designing the signs accordingly, and using more

passenger-friendly language.

Keywords: importance-performance analysis, Taipei Metro, wayfinding systems, service

quality, usability
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