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ABSTRACT
In such a competitive market, airlines have to understand passengers’ expectation of service quality and enhance the service quality
so as to increase the market share. Based on literature review, a questionnaire covering seven dimensions and 25 attributes is
developed for measuring the service quality of airlines. Passengers of five airlines flying between Taipei and Hong Kong are selected
as the research subjects. The participants might not be able to clearly express the perception because of subjective opinions that
Fuzzy Linguistics is included in Multidimensional Scaling for more precise perception of service quality. Moreover, Perceptual Map
is utilized for understanding the characteristics and similarities of service quality among airlines. With the analysis of Fuzzy
Multidimensional Scaling, Perceptual Map presents the similarity of satisfaction and importance in service quality among the five
airlines as well as the comparison of the relative locations. The outcomes show that passengers appear higher satisfaction with EVA
Airways on various attributes, but less satisfaction with Mandarin Airlines. Passengers consider that service relationship among
people could achieve high satisfaction, i Appearance of Service Personnel of Airlines, Linguistic Communication of Flight Attendant,
and Service Personnel of Airlines Willing to Help Solving Problems. In terms of entity or project services, they could not reach
higher satisfaction because of the lack of diversity or not corresponding to passengers’ expectation, such as Audiovisual
entertainment service, Duty-free goods in the air, and Mileage reward. The research analyses could provide Airlines with service
quality items for improvement, promote the competitiveness of airlines, and have passengers perceive the optimal service quality.
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