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摘  要 

 

 

摘    要 

 

服务质量是集装箱航运企业在剧烈的市场竞争中取胜的关键因素。但目前国

内多数集装箱航运企业服务质量管理落后，服务质量水平不高，不能完全满足顾

客的需要。针对这种情况，本文对集装箱航运企业服务质量管理进行研究。 

论文首先论述了服务质量研究的现状，对服务质量管理的主要理论进行探

讨。针对集装箱航运企业服务的特点，在分析了集装箱航运企业服务质量管理现

状的基础上，提出了集装箱航运企业服务质量管理体系的构成要素和构建步骤。 

以服务质量策划、服务质量控制、服务质量改进为服务质量管理的基本过程，

展开对集装箱航运企业服务质量管理的研究。根据全面质量管理的思想，本文提

出集装箱航运企业服务质量策划的主要内容，并运用质量功能展开对集装箱航运

企业服务质量进行策划。 

从集装箱航运企业服务质量指标体系、服务质量成本控制、服务质量控制措

施三个方面，对集装箱航运企业服务质量控制体系进行研究。首先根据集装箱航

运企业的特点，建立了集装箱航运企业服务质量指标体系，并提出服务质量综合

评价的方法；在分析质量成本构成的基础上，提出了集装箱航运企业服务质量成

本控制的思路；针对集装箱航运企业的特点提出服务质量控制措施。 

在分析服务质量问题的基础上，提出集装箱服务质量改进的目标及运作过

程。论文的最后，对研究的主要内容进行了例证分析。 

本论文在现有服务质量管理理论的基础上，结合集装箱航运企业的特点，提

出了集装箱航运企业服务质量管理的思路，对集装箱航运企业的服务质量管理具

有一定的参考价值。 

 

 
关键词：集装箱航运企业；服务质量管理；需求展开；质量评价
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Abstract 

 

 
Abstract 

 

    Service quality is a vital factor for a container shipping enterprise to succeed in 

the over competitive shipping market. Unfortunately the management of most of 

container shipping enterprise in our country is incompetent for service quality. The 

low-level service is impossible to satisfy the customers fully. For this reason, the 

thesis is devoted to research on service quality management of container shipping 

enterprise. 

Reviewing the present studies of service quality, the theory of service quality 

management is summarized in the thesis .Based on the analysis of the present 

situation of service quality management, combined with the characteristics of service 

of container shipping enterprise, the thesis presents the consisting factor and building 

steps about the service quality management system of container shipping enterprise. 

With a basic process including Service Quality Plan, Service Quality Control and 

Service Quality Improvement, the thesis goes on studying the service quality 

management of container shipping enterprise. It presents the main content of service 

quality plan of container shipping enterprise according to the theory of Total Quality 

Management, and apply Quality Function Deploy to carry out Service Quality Plan 

for container shipping enterprise, analyzing the customer quality demand and 

deploying the service elements to make it satisified. 

It studies the service quality control system of container shipping enterprise at 

three aspects: service quality index system, service quality cost and service quality 

control measures. Firstly it goes to seting up a service quality index system as per the 

characterics of container shipping enterprise,and presenting the methods of 

comprehensive evaluation for the service quality. Secondly it presents the 

optimization of service quality cost of container shipping enterprise based on 

analyzing the consist of the said cost. Then it goes to analyzing the service quality 

control measures accoding to the characterics of container shipping enterprise. 

After analysing the type of service quality problem, it presents the target of 

service quality improvement of container shipping enterprise and the running process 

of improvement. 

At last, the thesis illustrates the management methods of service quality 

management. 
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Abstract 

Considering the characterics of container shipping enterprise,the thesis concludes 

some methods of service quality management of container shipping enterprise on the 

base of the present theory of service quality management.It should has some helpful 

value to service quality management for container shipping enterprise. 

 

 

Key words: Container Shipping Enterprise; Service Quality Management; 

Demand Deploy; Quality Evaluation 
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