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Abstract

The balance  of long-distance
transportation has been changed
dramatically due to the introduction of
high-speed railway in Taiwan. The impacts
on traditional railway as well as highway
buses have brought up the issues of service
qguality in order to compete with. The
purpose of this study is to investigate the
relationship of service quality and customer
loyalty in transportation industry using
Structural Equation Modeling (SEM) for the
implementation of customer relations
management. First, content analysis was
conducted for literature review to develop
the questionnaires for the study. Factor
analysis was applied on the items and the
dimensions to the variables for its validity
and reliability. Then, the sampling process
of customer survey was conducted in the
transportation industry including high-speed
as well as traditional railways and highway
buses. Finally, Structural Equation Modeling
and Path Analysis was processed to develop
the relationship models and to compare the
differences for the improvement of customer
relations in the competitive environments.

Keywords: Structure Equation Modeling,
Transportation Industry, Service
Quiality, Customer Loyalty
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