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Abstract

This study mainly explores the service quality of passengers’ journey and boat
experience on the Dongliu Line, and uses PZB model to design a service quality
questionnaire for measuring the five major service quality dimensions. The analysis is
based on the Kano model and the integration of Quality Function Deployment (QFD) is
developed to determine the improvement of service quality priorities. The results show
that seven of the 22 service quality attributes of the Dongliu Line are one-dimensional
quality, three must-be quality element, and one attractive quality element. The
satisfaction coefficient analysis shows the attitude of the service personnel and the ability
to provide correct information, the setting of the parking lot, the cleanliness of the
environment inside the passenger ship and the safety of the passenger ship can be used
as items to improve the quality of service. In terms of technical projects, the top five
improvement attributes were "facilities are clean and convenient", "enhanced
professional quality and encouraged the training of personnel”, "certification of quality

" n

certificates related to operations", "ensuring safety and convenience of boarding and
n.n

disembarking ships", "regular emergency response and emergency escape drills". This

study suggests that operators can prioritize the above projects as improvement priorities.
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