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ABSTRACT
In recent years, high speed rail systems have become an important
component of transport infrastructure in many countries.  Taiwan has

responded to the strong demand for long-distance intercity travel raised by rapid
economic development and changes to social structures by launching Taiwan
High Speed Rail (THSR), which began operations in 2007, is currently operating
at half capacity and is still working to improve service quality. Korea Train
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eXpress (KTX) began operations in 2004 and initial feedback on traveler
satisfaction indicated considerable room for improvement.  This article
attempts to compare these two high speed rail systems to determine factors
which impact sustainable operations of such a system. The study is based on
data taken from questionnaires and interviews administered over several years,
with data samples reflecting passenger travel behavior and perceptions of service
quality. Structural equation modeling (SEM) is then applied to establish the
hypothetical model. Multiple-group analysis is subsequently used to determine
the model invariance, and then explore the key factors and the influence between
constructs. SEM analysis results are further used to calculate a passenger
satisfaction index (PSI) to better understand the degree of service satisfaction of
different passenger groups. Finally, we apply importance-passenger perception
analysis to investigate the appropriateness of resource allocation. Analysis
results indicate that improving operational effectiveness requires enhancing
service quality, and that THSR passengers place a particular emphasis on service
hardware, while KTX passengers are more concerned with interaction with
operating units. It’s worth noting that THSR passenger satisfaction increased
steadily from 2007 to 2013 to levels comparable to those expressed by KTX
passengers. In addition, in terms of resource allocation, both Taiwan and Korea
should improve the handling of passenger complaints, provide improved
scheduling information, and strive to improve arrival and departure punctuality.
This study provides a systematic, longitudinal examination of the level of
satisfaction of passengers from different socio-economic groups, and provides
useful insight into potential adjustments to human and resource allocation. The
results can facilitate the formulation of effective planning and operational

strategies to further high speed rail’s goals of sustainable operations.
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