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A Study of the User Satisfaction of Small Car on ETC Service in
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ABSTRACT

The ETC utilization of Freeway toll Plaza’s service in Taiwan and it’s traffic
volume have increased stably since it’s introduction from 2006 to now. In order to
understanding the satisfaction level of user, the reaserch will explore the ETC service
attributes respected by user through establishing the consumer behavior model. Using
this model the study will discover the effectiveness of user characterictics and the
correlation between perceived level and satisfaction level.

The conclusion of the study shows that the age, education level, and income of

users have significant impacted the satisfaction level.

Keywords : Ellectronic Toll Collection, Satisfaction, Service attribute
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