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Abstract

ABSTRACT

Product and service quality are the basic conditions to meet the market demand and
maintain survival of organization. Nowadays, price competition and product quality
become homogeneous. Therefore improving the quality of service has become an
inevitable pathway of reflecting business diversification. Service quality competition
has become the focus among enterprises. In the current competitive environment,
service quality management concepts have not only become the weapon of many
outstanding companies to gain a competitive advantage, but also become the cultural
foundation of company's survival and development.

In recent years, China's export growth slows down and global shipping capacity is
surplus. The shipping market is changed to a buyer's market and the competition
between carriers is more and more intense. As a typical traditional international
container shipping company, company A is facing a huge challenge. Xiamen team 1 is
facing a problem that high booking amendment ratio caused low satisfaction of
customers and high cost. How to solve the problem and improve the service level has
become an important topic. Therefore, research on company A's service quality
management has important practical significance on improvingservice quality and
enhancing competitive strength.

Firstly, this thesis introduces the development trend of the quality management and
service qualitymanagement. Secondly, it introduces that Six Sigma has become the
preferred method of quality management. Thirdly, it introduces the company A and
quality management of company A. At the last, it takes the booking amendment of
Xiamen team 1 as an example to introduce how to use Six Sigma model to launch
project to improve service quality. It decreased and effectively controlled book
amendment ratio of Xiamen team 1. Thereby the project improved work efficiency,
saved costs, improved service level, and improved customer satisfaction. Through the
successful implementation of the project, it not only illustrates that Six Sigma is a
practical method for improving the quality of service, but also provides a wealth of

practical experience for other projects of service quality improvement.

Keywords:Service quality; Quality management; Six Sigma
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