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Applying | PA in Evaluating Service Quality
Requirements of Passengers of Kuo
— Kuang Motor Transport Company

Wan-Ru Pan'  Hsin-Hung Wu*  Jiunn-I Shieh?

'Graduate Institute of Marketing and L ogistics Management,
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Abstract

The major objective of this study is to use importance-performance analysis (IPA) and
revised |PA by further considering benchmarking to analyze service performance and relative
performance of Kuo-Kuang Motor Transport Company compared with Ubus. The survey was
based on SERVQUAL construct and has 25 items. The findings and conclusions are
summarized in this study.

Keywords: | PA, satisfaction, service quality, kuo-kuang motor transport company
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