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ANALYSIS OF PASSENGERS’ TOLERANCE FOR URBAN RAILWAY DELAY

Xueqing BO, Shintaro TERABE, Hideki YAGINUMA, Kosuke TANAKA and
Haruka UNO

Railway play a critical role in public transportation for daily commute. According to the Ministory of
Transport, in 2020, there are 11 days railway delay every 20 days in Tokyo area. Railway delay is unavoid-
able and is becoming more common for passengers. And railway company have a great interest to under-
stand which factors can affect passenger’s tolerance in order to implyment strategies. The purpose of this
study is to analyze passenger’s tolerance for urban railway delay. In this study, the relation between cus-
tomer satisfaction and delay tolerance is analyzed by structural equation model. The results of the analysis
reveal that faclities’ satisfaction can affect the delay tolerance directly, delay policy’s effort can affect delay
tolerance indirectly. It is important to improve the applicability of railway station for railway company in

the furture.



