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ABSTRACT

SERVICE QUALITY MEASUREMENT IS AN IMPORTANT ISSUE FOR LOGISTICAL SYSTEM. IN GENERAL, THE

SERVICE QUALITY MEASUREMENT PROBLEM IS ADHERED TO UNCERTAIN AND SUBJECTIVE DATA, AND

FUZZY SET THEORY IS ADEQUATE TO DEAL WITH IT. IN THE MEASUREMENT PROCESS, IT CONSISTS OF

BOTH TANGIBLE AND INTANGIBLE FACTORS. COMBING THE FUZZY SET THEORY WITH GREY RELATION

ANALYSIS THEORY, A SYSTEMATIC EVALUATION MODEL WAS PROPOSED TO MEASURE THE SERVICE

QUALITY OF LOGISTICAL SYSTEM IN THIS PAPER. AND THEN, A DECISION SUPPORT SYSTEM WAS

PROPOSED IN THIS PAPER TO EVALUATION THE LOGISTICAL SERVICE QUALITY. THIS DECISION SYSTEM

WILL HELP THE LOGISTICAL MANAGERS AND CUSTOMERS TO REALIZE THE LEVEL OF THE SERVICE

QUALITY, AND TO IMPROVE IT RAPIDLY AND EFFECTIVELY.
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