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Study on Service Quality Assessment System for Cruising Taxi

ZENG Jing, YU Ming-yuan, SUN Zhen-tian
(Research Institute of Highway, Ministry of Transport, Beijing 100089, China)

Abstract. Distinguishing the service quality level of taxi effectively is the premise of establishing fair
competition mechanism, it is also one of the key points of the taxi industry reform. Therefore, the main
purpose of the research on the cruise taxi service quality assessment system is to realize fairly evaluate
drivers’ service and enterprises’ management, to objectively and comprehensively reflect the real service
quality of the industry, and to promote the industry service. How to construct a complete set of service quality
assessment system to form a virtuous circle of service quality supervision, management, assessment and
promotion, so as to deal with the continuous impact of new industry? This has become a key problem to be
solved urgently. Based on the integrated environment of new and old industry states and the industry
management practice, the service quality evaluation process and calculation method of the driver-enterprise
interactive evaluation is designed. With the help of AHP, the reasonable weight and structure relation for
each service quality index is established to realize the interaction between driver and business enterprise, and
enhance the interaction feedback between the driver and the enterprise. The operation and accuracy of the
system are proved by example checking. It laid a solid foundation for further implementing the rewards and
punishment mechanism and stimulating the service vigor of the industry. The innovative service quality

assessment system and its assessment method have many applications in the industry service management
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mechanism, which can be combined with the Chinese taxi management practice to explore diverse using

effects. The taxi service quality assessment system plays a significant role in establishing the industry credit

system, realizing the survival of the fittest in the market, improving the driver’s income, stimulating the

enterprise management vigor, and enhancing the application effect of the supervision system. It can

effectively match the industry management market development and ultimately improve the quality level of the

industry service.
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Fig.1 Chart of annual taxi traffic volume in
Shenzhen from 2012 to 2016
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Fig.2 Chart of monthly taxi traffic volume in
Shenzhen from 2014 to 2016
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Fig. 3 Logical diagram of taxi industry management

responsibility
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Fig. 4 Logical diagram of taxi assessment system
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Tab.1 Scale definition of judgment matrix
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Tab.3 Weight calculation result of driver comprehensive
assessment index
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Tab.4 Coefficient table of driver performance assessed by

passengers
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Tab.5 Coefficient table of passenger reward performance
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Tab. 6 Table of driver assessment data
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Tab.7 Assessment result of driver and enterprise
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