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Abstract

In order to realize the passengers’
perceptions and expectations of the service
quality, the managers of transit businesses
and government agency attempt to seek an
adequate scale to correctly measure the
service quality of mass transit. The objective
of our study is to build up and analyze the
dimensions of service quality from the
viewpoint of passengers' perception. Weé
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developed a three-stage procedure to extract
out the proper items and built a service
quality scale of mass transit. To improve the
results of the research, we converted the raw
data of each service quality item into crisp
number by fuzzy linguistic conversion scale
of fuzzy theory. After some proper Statistical
analysis process, we developed a service
quality scale of city bus in Taipe, which
contains 4 dimensions and 20 items. They are
interaction with passengers, tangible service
equipment, handiness of service and
operating management support. After using
Cronbach a and construct validity analysis,
we though that this scale has proper
reliability and validity. Finally, we discussed
the effects about applying fuzzy theory and
the implications of bus service quality scale.
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