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((0.39,0.53,0.57,0.66;1,1),(0.46,0.5,0.53,0.59;0. | ¢ 27 ((0.28,0.45,0.46,0.63;1,1),(0.36,0.4,0.45,0540. | o -
95,0.95)) > 95,0.95)) >!
((0.46,0.62,0.69,0.79;1,1),(0.55,0.6,0.64,0.71;0. | ¢ 28 ((0.05,0.08,0.17,0.31;1,1),(0.09,0.13,0.14,0.22;0 | ¢ 13
95,0.95)) >3 95,0.95)) >
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SC4,1 1.2301 SC1,9 1.0916 | SC4,2 | 1.5698 | SC5,2 1.37 SC52 | 1.1703 | SC5,2 2
SC2,1 1.2283 | sc1,10 | 1.0855 | sc1,10 | 1.5185 | sc55 | 13277 | SC53 | 1.1476 | SC53 3
SC1,9 1.016 SC3,6 1.0697 | sc4,1 | 11818 | sc3,1 | 13125 | sSc55 | 1.1426 | SC3,7 4
SC5,2 0.9968 SC3,9 1.0647 | s€1,9 | 09679 | sc1,7 1.29 sc23 | 11097 | sc23 5
SC1,6 0.9861 SC1,5 0.8686 | SC3,6 | 09356 | SC4,2 | 1.2746 | SC54 | 1.1064 | SC5,5 6
SC3,6 0.9538 SC3,2 0.8565 | SC3,9 | 09322 | sC1,10 | 1.2147 | scC3,5 | 1.0953 | SC54 7
SC1,7 0.9223 | sc1,11 0.847 SC1,5 | 09066 | Sc1,6 | 1.2073 | SC51 | 1.0514 | SC3,5 8
SC5,5 0.7543 SC3,8 0.8118 | SC3,2 0.901 SC41 | 1.0319 | sc3,1 | 1.0373 | Sc16 9
SC3,9 0.7343 SC3,4 0.781 | sc1,11 | 0.8993 | sc1,9 | 1.0308 | sci6 | 1.0357 | SC5.1 10
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SC1,11 0.5945 SC1,1 0.7318 | sc3,3 | 0.8118 | sC3,2 0.901 SC4,1 [ 0.9356 | SC4,2 14
SC5,3 0.5856 SC1,6 0.7199 | sc1,2 0.781 | sc1,11 | 0.8993 [ sc19 [ 09322 | sc1,10 15
5C3,8 0.5387 SC1,8 0.708 Sc2,2 | 07543 | sc38 | 0.8686 | SC3,6 0.901 SC4,1 16
SC3,1 0.5011 SC1,4 0.6402 | sc1,1 | 07343 | SC34 0.858 sc1,8 [ 0.8993 | sc1,9 17
SC1,8 0.4963 SC1,3 0.6033 | sc1,8 | 07318 | sC3,3 | 0.8565 | SC3,9 | 0.8917 | SC1,1 18
SC2,3 2.2581 SC2,1 0.5511 | sSC1,4 | 0.7209 | sc1,1 0.847 SC1,5 | 0.8686 | SC3,6 19
SC1,1 1.69 SC5,5 05158 | sc1,3 | 07199 | sc1,2 | 0.8201 | SC1,1 | 0.8565 | SC3,9 20
SC3,4 1.6547 SC5,2 2.2581 | Sc2,1 | 07176 | sc1,8 | 0.8118 | sc3,2 0.847 SC1,5 21
SC5,4 1.4719 SC5,3 1.69 SC5,5 0.708 SC2,2 0.781 | sc1,11 | 0.8265 | SC1,4 22
SC3,3 1.4548 SC2,3 1.6547 | sc52 | 0.6395 | sc1,4 | 07543 | sc3,8 | 0.8118 [ SC3,2 23
SC1,2 1.4407 SC5,4 1.4719 | sc53 | 05504 | sc1,3 | 0.7481 | SC14 0.781 | sc1,11 24
SC5,1 1.3674 SC5,1 14548 | sc2,3 | 14719 | sc53 | 0.7343 | sC3,4 | 0.7543 | SC3.8 25
SC3,5 1.3416 SC3,5 1.4407 | sc54 | 14548 | sc23 | 0.7318 | sc3,3 | 0.7343 | sC3,4 26
SC1,4 1.2862 SC1,7 13674 | SC51 | 1.4407 | sc54 | 0.7199 | sc1,2 | 0.7318 [ SC3;3 27
SC2,2 1.2576 SC3,1 1.3416 | SC3,5 | 1.3674 | SC5.1 0.708 sc22 | 07199 | sc1,2 28
SC1,3 1.2549 SC3,7 1.2576 | sC3,1 | 1.3416 | SC3,5 0.593 SC1,3 0.708 SC2,2 29
SC3,7 1.2404 SC4,2 1.2549 | sc3,7 | 1.2549 | sc3,7 | 1.2549 | sc3,7 | 0.6237 | SC1,3 30
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ABSTRACT

The continuous improvement of service quality guarantees the survival and progress of service
organizations in the field of competition and requires providing practical solutionsto carry out
improvement measures in the form of known methods. In this paper, a model for continuous
service quality improvement with the approach of prioritizing measures in the service quality
improvement process is presented. In this method, actions are prioritized based on the feedback
of users opinionsin multiple periods. Since, the value of each of the effective factorsin service
quality is determined qualitatively and based on the individual judgments of customers, the
theory of fuzzy sets type.2 is used to describe this linguistic information. In this process, a
predictive method was defined to obtain information in each of the time periods, which makes
it possible for the continuous improvement program to proceed based on the priority of
corrective actions in each time period. After introducing the research conceptual model, the
prioritization of measures to continuously improvement service quality of the Shahrekurd bus
system was studied, which led to effective results in improving the service quality, so that in
each period of time, the Prioritization of the service quality criterions were determined to
corrective measures in the following periods.

Keywords: Service Quality, Continuous Improvement, Prioritization, Corrective Measures,
Type-2 Fuzzy Sets

Road No.122
303



