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Abstract

With the rapid development of high-speed railways in China, the operating mileage continues to
increase, and the passenger volume is also rapidly increasing. In order to further improve pas-
senger satisfaction with the railway 12306 App, this article will analyze the factors that affect cus-
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tomer ticket satisfaction from the perspective of customer perception. At the same time, based on
the customer satisfaction model ACS], a structural equation model of the influencing factors of us-
er satisfaction for the railway 12306 App will be constructed, and its impact on user satisfaction
will be explored from three aspects: user perceived quality, user expectations, and perceived val-
ue. The results indicate that user expectations for the railway 12306 App do not have a significant
positive impact on user satisfaction, while perceived quality and perceived value have a significant
positive impact on user satisfaction. The railway 12306 App should focus on improving perceived
quality and perceived value, strengthening the emphasis on user satisfaction and loyalty, in order
to provide a better ticketing experience and service quality.
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Figure 1. Hypothetical theoretical model of influencing factors of railway 12306 App user satisfaction
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Table 1. Railway 12306 App user satisfaction index system
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Figure 2. Structural equation model of influencing factors of railway 12306 App user satisfaction
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Table 2. Reliability test of survey questionnaire
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Table 4. Convergent validity analysis of the questionnaire
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Table 5. Model fitness analysis results
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Figure 3. Normalized path coefficient plot for the initial model
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Table 6. The results of the modified structural equation model fitness
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CFI >0.9 0.957 HRAR

DOI: 10.12677/sd.2023.135160 1438 CIESES 93


https://doi.org/10.12677/sd.2023.135160

etk %

’ rTee
1
= [or] [e2] [c3] ©,
1

1

2] [g] [2

2 @& : &
CT) CIEoP G2 |<—@)
) v 3 f—@)
o
1 y ‘
D A 1 !

B
i

~

oJoJoJoJolelelole
2] (2] (2] (3] [2] (2] [2] [38] |2

A1) LAF<—@
G EI S ) 61] [02] [o3] e 2 w{Fzl4—©
@& 2 & & F @

Figure 4. Modified structural equation model of satisfaction
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Table 7. Hypothesis test results
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