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Abstract

Recently, the research of service quality has received increasing attention from
various disciplines, includes transportation service marketing research. In the past,
most research focused on measuring different mode's service quality, designing scale
and developing dimensions. However, it is lack of the research about which factors
lead to service quality gaps, and how to improve service quality efficiently. In order
to prioritizing attributes for improving service quality effectively, this research used
multi-expectation concept for Importance-Performance Analysis. Furthermore, this
research applied PZB’s Service Quality Conceptual Model and Service Quality
Extended Model to find out the factors that lead to bad service quality performance.
This research selected Intercity Bus Carriers as a empirica study. Applying
guestionnaire survey method, this study combined qualitative and quantitative
approach to test the research hypotheses. The result can help manager to set up
improving strategy successfully.

Keywords: service quality, multi-expectation, importance-performance analysis.
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We wused multi-expectation conception for Importance-
Performance Analysis. We adopted midpoint in the zone of tolerance as
vertical axis, and service attribute's perceived service superiority and
perceived service adequacy as horizontal axis. So that we can prioritize
attributes for improving service quality effectively, and provide more|
diagnostic information.

Furthermore, we applied PZB’s Service Quality Conceptual
Model and Service Quality Extended Model to find out the factors that
lead to bad service performance. The result can help managersto set up
improving strategy.




