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Analysis of Users' Overall Anxiety in Railways

Fumiaki INUTSUKA* Yasufumi SARUWATARI**

In Japanese, anshin means “peace of mind.” It is assumed that anshin should be
achieved to minimize users’ overall anxiety. Railway companies can directly take action
to reduce users’ overall anxiety by managing each potential risk. This way of thinking
seems to be right for railway companies. However, social psychologists have pointed out
that managing risks does not always lead to reducing users’ overall anxiety. The purpose
of this study is to identify major factors that affect users” overall anxiety. A survey of
3,090 railway users was conducted online. As a result, it was revealed that, when
determining users’ overall anxiety, trust in the railway company is a more important

factor than concerns about risks.
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