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A STUDY ON SERVICE LEVEL OF PAVEMENT MAINTENANCE BASE ON THE
CUSTOMER SATISFACTION OF EXPRESSWAYS

Takeharu TAJIRI , Masahito TATEOKA and Shigeru SHIMENO

East, Central and West Nippon Expressway Companies have investigated customer satisfaction (CS)
during 9 years recently and used the CS survey result as one of outcome indicators in the management.
The CS index include Comprehensive Satisfaction and its sub-items like Safe & Comfortable, Time Re-

liability, Information, Rest Area, and Toll Gate CS.

Before and after the pavement rehabilitation in the Chuo Expressway, relation between the Safe &
Comfortable CS and pavement surface condition had been examined and it was obvious that improve-
ment of pavement condition gave better impact on the CS level.

Based on the case study, IRI data of expressways in Central Expressway Company were compared

with the CS, and IRI has a correlation with the CS.

As a conclusion of this study, not only technical threshold values of pavement but also the CS level
should be taken into account in determining the maintenance level in the pavement management.





