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Sudy on Passenger Transportation Enterprises Service Quality Evaluation Model :
Based on Customer Satidaction Theory

Lin Xiaoyan

(School of Economics and Management , Beijing Jiaotong University , 100044 Beijing)

Absdtract : The paper applies customer satiaction indicator theory in transportation firms, builds transportation enterprises customer service

sati § action eval uation theory framework ,which is conssted of sx sectors,they are expectation quality ,perceptua quality ,perceptua value cus
tomer satigaction degree ,customer complain and customer honesty. And then the paper buildsindicator systems and desgns eval uation sched-

ule.
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