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Need for Railway Safety in Japan from the Customer Viewpoint

Fumiaki INUTSUKA*
Taku OZAKI** Kazuya NAKAYACHI***

Railways customers have shown a strong need for reassurance in addition to safety.
Since the feeling of reassurance is deeply connected to subjective needs and satisfaction
concerning safety, customers' needs for safety in railway use should be understood so that
they can be provided with such reassurance. This study was carried out in two steps: first,
identifying customers' needs for using railway services from internet surveys and the
railroad companies' customer complaint data, resulting in a set of 52 needs and second,
obtaining and comparing customers' perceptions on two scales-the importance of these
needs and the importance of related improvements. Among the needs perceived as highly
important, a tendency was found that safety-related needs did not receive strong requests
for improvement but that non-safety-related needs did. This result indicates that custom-
ers do not feel a strong need for safety improvement. The practical implications of these
findings are then discussed.
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