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Abstract

Railway is the artery of national economic development, as well as the backbone of
transportation. Railway passenger transportisan important part of railway transportation. It
mainly undertake long-distance passenger transport task. At the same time Railway passenger
transport also join various important functions such as transportation, ensure the passenger
travel change, is to say the railway passenger rail transport syste mand city of cohesiveties,
also is the key to affect the passenger transport service quality. Since the 1980s, China since
the introduction of the theory and method of total quality management, the management level
has improved the quality of railway transportation. But as a result of railway transportation in
transportation industry monopoly for a long time, and the capacity of traffic conflicts, poor
staff service consciousness, backward technology and equipment level, causing quality was
not sustained, effective improvement of railway transportation. In to the 1990s, with the
development of national economy and society, people's material and constantly improve the
living standards, the quality of travel service had the higher request, Ministry of railway shas
proposed, the design of passenger railway station in the new period to adhere to the people-
oriented, fully embodies the "functional, systemic, advanced nature, culture and economy",
and create safe,convenient and comfortable environment for passengers

This article through the analysis of the current passenger service quality evaluation
theory. At the same time, studying the service quality evaluation methods (models). Then, on
the basis of acomparison indifferent evaluation methods, combined with the situation of
Nanchong railway passenger. Using the SERVQUAL model.Design the questionnaire and
conducting market research. And according to the survey data and related information of
Nanchong station passenger service quality. Finally according to the evaluation results

provide effective. Suggestions for Nanchong station to improve management.
Keywords: railway transport, quality of service, Nanchong station, SERVQUAL
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