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ABSTRACT

This research applies a quality function perspective to identify the relative importance




of each quality evaluation scale and to evaluate the quality performance of the airline service.
The approach, first, reviews other literatures and interviews the customers and the
management of the domestic airline company in order to draw up the service quality
evaluation scales. Then, a questionnaire is used to investigate the reaction of customers when
they are satisfied or dissatisfied as well as the quality gap between perception and expectation
of the customers. In the mean time, the other questionnaire will investigate the airline
company’s management about the cost of developing a new customer relative to that of
keeping an old customer. From the investigation data, the quality loss coefficient and the
quality gain coefficient of each quality evaluation scale are computed, respectively, for the
purpose of identifying the relative importance of each scale and establishing the quality
performance function for each scale. Finally, the overal quality performance of domestic
airline services is measured according to the customer satisfaction analysis. This approach
will provide the airline service industry a better service process design to satisfy customers by
identifying the importance degree of each quality evaluation scale from the perspective of
quality function. Furthermore, it will also provide the airline company the way of evaluating
service quality performance more objectively and quantitatively, as well as understanding
how the quality performance affecting the company’s costs and profits.
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2.
P(A1) P(A2) P(A3) P(As) P(S1) P(S2)
2.26% 3.55% 67.74% 16.45% 65.5% 34.5%
3.
(P(B)) (P(D))
34.69% 65.31% 81.06% 18.94%
3
13 10---12 79 46
1---3 150 48
38 25.3%
(Box plot)
) 3.671
4 5
6 3671 ( C=3671)
Ho @ pik <05
. (8)
Ha * pik > 05 (ki)
( kig )
E[L(y; )]
Pik i E[G(y; )]
(P(yi))
K (
i=1,2,...., 24
k=1,2,...,5 a=0.01



4
13 10 7 4 1
pip 41 P, 42 Pz 43  pg G4 pis 45

1 0.323 -6.379 0.425 -2.718 0.579 2.829 0.735 8487 0.957 16.475
2. 0.193 -10.996 0.284 -7.758 0.436 -2.288 0.654 5526  0.888 13.898
3. 0.150 -12.522 0.203 -10.621 0.353 -5.255 0.559 2.124  0.838 12.075
4, 0.126 -13.479 0.200 -10.817 0.385 -4.160 0.622 4.382  0.880 13.701
5. 0.134 -13.081 0.200 -10.733 0.419 -2.907 0.653 5478 0.884 13.752
6. 0.111 -14.034 0.142 -12.925 0.243 -9.264 0.489 -0.388 0.766 9.596
7. 0.134 -13.287 0.192 -11.192 0.322 -6.450 0.587 3.143 0.863 13.177
8. ( ) 0.161 -12.222 0.253 -8.889 0.386 -4.111 0556 2.000 0.812 11.222
9. 0.184 -11.292 0.263 -8.497 0.416 -3.019 0.647 5255 0.913 14.758
10. 0.128 -13.305 0.200 -10.733 0.334 -5.926 0572 2572 0.822 11.516
11 0.189 -11.184 0.294 -7.400 0.468 -1.169 0.703 7.289  0.913 14.856
12. 0.201 -10.655 0.337 -5.832 0.503 0.112 0.726 8.075 0.934 15477
13. 0.215 -10.166 0.331 -6.010 0.498 -0.056 0.694 6.908 0.899 14.210
14. 0.157 -12.225 0.242 -9.197 0.421 -2.804 0.648 5271 0.890 13.907
15. 0.168 -11.662 0.307 -6.770 0.476 -0.853 0.680 6.315 0.887 13.596
16. 0.150 -12.379 0.243 -9.100 0.454 -1.639 0.661 5.709  0.888 13.735
17. 0.159 -12.114 0.238 -9.297 0.444 -1.972 0.705 7.268 0.905 14.368
18. 0.269 -8.152 0.401 -3.510 0542 1472 0.750 8.832 0.926 15.059
19. 0.174 -11.626 0.281 -7.807 0.439 -2.191 0.653 5.448 0.893 13.985
20. 0.147 -12.528 0.245 -9.029 0.443 -2.032 0.666 5.869  0.885 13.657
21. 0.188 -11.260 0.332 -6.046 0.505 0.166 0.711 7.599 0.914 14.921
22. 0.268 -8.239 0.392 -3.838 0.580 2.822 0.739 8465 0.911 14.560
23. 0.169 -11.700 0.288 -7.518 0.498 -0.057 0.709 7.405 0.927 15.092
24. 0.342 -5596 0.457 -1.526 0.645 5.144 0.808 10.909 0.936 15431

P = [ k

i=1,2,....,.24 k=1.2,....5
a=0.01
5
13 10 7 4 1

Pp 41 P 42 pg 43 py 44 ps 45
1 0.324 -6.393 0.388 -4.076 0.533 1.200 0.767 9.698 0.924 15.425
2. 0.198 -10.881 0.293 -7.439 0.438 -2.219 0633 4.773 0.877 13.543
3. 0.172 -11.700 0.251 -8.900 0.414 -3.079 0.596 3.414 0.828 11.700
4. 0.159 -12.226 0.231 -9.659 0.439 -2.176 0.645 5.194 0.885 13.789
5. 0.173 -11.679 0.264 -8.421 0.443 -2.021 0.642 5.054 0.877 13.479
6. 0.130 -13.324 0.179 -11.547 0.336 -5.885 0537 1.331 0.824 11.658
7. 0.150 -12.563 0.240 -9.323 0.393 -3.853 0.608 3.853 0.875 13.455
8. ( ) 0.192 -11.079 0.288 -7.629 0.443 -2.061 0.635 4.845 0.870 13.309
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13 10 7 4 1

Pi1 41 Pio 42 Pi3 43 Pia 44 Pis 45
9. 0.192 -11.007 0.289 -7.525 0.459 -1.461 0.695 6.964 0.906 14.489
10. 0.150 -12.422 0.255 -8.695 0.395 -3.727 0.612 3.954 0.857 12.649
1. 0.187 -11.222 0.299 -7.201 0.470 -1.061 0.692 6.867 0.907 14.570
12. 0.188 -10.868 0.290 -7.303 0.495 -0.174 0.700 6.958 0.894 13.742
13. 0.224 -9.767 0.316 -6.491 0.479 -0.735 0.674 6.152 0.866 12.926
14. 0.177 -11.380 0.277 -7.870 0.470 -1.074 0.672 6.056 0.900 14.095
15. 0.184 -11.003 0.280 -7.679 0.441 -2.063 0.671 5962 0.885 13.411
16. 0.182 -11.364 0.282 -7.782 0.423 -2.743 0.668 5.989 0.884 13.714
17. 0.184 -11.130 0.281 -7.725 0.445 -1.930 0.636 4.771 0.865 12.835
18. 0.272 -8.035 0.369 -4.616 0.515 0.514 0.741 8.489 0.900 14.074
19. 0.171 -11.585 0.255 -8.634 0.407 -3.292 0.597 3.408 0.829 11.585
20. 0.187 -11.018 0.287 -7.496 0.448 -1.817 0.655 5451 0.894 13.856
21. 0.186 -11.028 0.277 -7.828 0.466 -1.200 0.691 6.688 0.876 13.200
22. 0.263 -8.247 0.392 -3.750 0.555 1.903 0.721 7.670 0.890 13.556
23. 0.211 -10.216 0.307 -6.830 0.505 0.170 0.732 8.184 0.917 14.731
24. 0.345 -5477 0473 -0.961 0.649 5251 0.792 10.329 0.927 15.071
Pik = i k

i=1,2,....,24 k=1,2,....5
a=0.01
(Ny) (Ng)

1 7 4
2. 4 4
3. 1 4
4, 4 4
5. 4 4
6. 1 1
7. 4 4
8. ( ) 1 4
9. 4 4
10. 1 4
1. 4 4
12. 4 4
13. 4 4
14. 4 4
15. 4 4
16. 4 4
17. 4 4
18. 4 4




(N)) (Ng)
19. 4 4
20. 4 4
21. 4 4
22. 7 4
23. 4 4
24, 7 7
E[(y.*—m-)z} E[L(Vi )] E[G( _)] P(yl):
ki Kig efor-m2] T cg el mp?] TOUVY 2] ~EL(y)]
= kg - Ely -m) i
+ E[G(y;)]
1 16,52 7.80 10.148 2.500 167.645 19.500 -148.145
2. 10.76 7.80 9.794 3.191 105.383 24.890 -80.493
3. 501 780 6.662 3.455 33.377 26.949 -6.428
4, 10.76 7.80 5.065 3.222 54.499 25.132 -29.367
5. 10.76 7.80 7.248 4.286 77.988 33431 -44.557
6. 501 195 7.590 3973 38.026 7.747 -30.279
7. 10.76 7.80 8.444 3.167 90,857 24.703 -66.154
8. ( 501 780 7.445 2.318 37.299 18.080 -19.219
9. 10.76 7.80  4.987 3.063 53.660 23.891 -29.769
10. 501 780 4535 3.064 22.720 23.899 +1.179
11 10.76 7.80 8.017 3.143 86.263 24515 -61.748
12. 10.76 7.80 5.396 1533 58.061 11.957 -46.104
13. 10.76 7.80 6.936 4.222 74.631 32.932 -41.699
14. 10.76 7.80 7.801 2.393 83.939 18.665 -65.274
15. 10.76 7.80 7.801 2.393 83.939 18.665 -65.274
16. 10.76 7.80  6.406 2.800 68.929 21.840 -47.089
17. 10.76 7.80 6.888 2.826 74.115 22.043 -52.072
18. 10.76 7.80  9.046 0.044 97.335 0.343 -96.992
19. 10.76 7.80 6.496 1.000 69.897 7.800 -62.097
20. 10.76 7.80  6.967 1.833 74.965 14.297 -60.668
21. 10.76 7.80  7.485 1.600 80.539 12.280 -68.259
22. 16,52 7.80 10.126 1.000 167.282 7.800 -159.482
23. 10.76 7.80  5.963 2.500 64.162 19.500 -44.662
24, 16.52 13.64 10.993 2571 181.604 35.068 -146.536
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