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A study of the service quality and consumer behavior in Taipei YouBike
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ABSTRACT

This study was to investigate the satisfaction in service quality of Taipei YouBike, as well as the user behavior.
One hundred and fifty nine respondents were surveyed by a questionnaire that developed by this study. Results
show that Taipei YouBike can generally satisfy the needs for various purposes of users. Most of the users are
young people and the proportion between men and women is almost half of each. The purposes of people
consuming the YouBike system include the short-—distance travel, commute, exercise, and leisure. Most users
particularly appreciated the free of charge for the first 30-min cycling. This would be important and hold the
users’ motivation of YouBike use in a higher level. In summary, the service quality of the YouBike system was
substantially excellent and the preferential free cycling highlights the system to the service substance and not the
trade. This free cycling policy managed the users’ service expectation to a relatively low level and therefore
results in the higher perceived service quality. However, an issue for the insufficient bike problem, a relatively
low score in all service quality items, should be cautioned and improved to assure the users can get the bike at

any moment. This may further enhance the total service quality of Taipei YouBike.
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