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Abstract . Integrated transport hubs play an important role in the development of urban transport, the analysis
of factors affecting passengers’ satisfaction with their service quality helps to clarify the direction of service
quality improvement. In order to solve the problem of insufficient explanation of the internal psychological
mechanism of passengers in the analysis of influencing factors of their satisfaction in integrated transport hubs,
based on the improved China Customer Satisfaction Index model, the core influencing factors such as
perceived service quality, expected service quality, hub image, traffic location, etc. are set up with the first-
level measurement indicators and the second-level measurement items for concretely description To explore its
influence on passenger satisfaction and passenger loyalty. The first-order and second-order structural equation
models for analyzing factors affecting passenger satisfaction in comprehensive transport hubs are constructed.

Taking the 3 comprehensive transport hubs in the main urban area of Chongqing ( Chongging North Station,
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Chongqing West Station and Shapingba Station) for examples, the empirical analysis is carried out. The

result shows that (1) the perceived service quality (0.72°"" ), traffic location (0.58""" ) and expected

service quality ( —0.40"" ) in the second-order model have the most significant influence on passenger

satisfaction, while the hub image (8=0.35, P >0.05) has no significant influence on it; (2) both the first-

order model and the second-order model have good internal quality ( reliability and validity ) , the second-

order model has a stronger ability to assess the influences among variables, and its external quality (overall

fitness) is better than that of the first-order model; (3) the second-order model’s ability to explain passenger

satisfaction in integrated transport hubs can reach 62% , which has an increase of 7% compared with the

first-order model, and has better applicability to the research field of passenger satisfaction in integrated

transport hubs.
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Fig.1 CCSI model framework
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Tab.1 Measurement indicators and items of variables
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Fig.3 Standardized path analysis result using first-order structural equation model
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Fig. 4 Standardized path analysis result using second-order structural equation model
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