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Fuzzy Factor Analysisfor Selecting Service Quality Factors—
A Case of the Service Quality of City Bus
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Abstract

Service quality is basically determined by
subjective perceptions and feelings towards
each of the evaluated attributes, so the results
of evaluation are usualy different according to
individual habits and preferences. Thus, it
would be more reasonable to deal with this data
by applied fuzzy theory, while the vagueness
and uncertainty of individual perception should
be considered in the responsive performance
data of service quality. As a result, the fuzzy

data is calculated with the fuzzy computation
proposed by Nakamori et a. (1997). The
purpose of this study is to conduct fuzzy factor
analysis for service quality, so as to clarify the
relationship between each of the attribute
factors, as well as the characteristics of the
factors evaluated. First, this study reviews the
concepts and methods of factor anaysis, then
selects a proper illustration according to factors
of service quality so as to explain the operation
of factor anaysis for fuzzy data. The empirical
case takes the service quality of a city bus
system as an example in order to illustrate the
feasibility and practicality of this method.
According to the results from factor analysis
and fuzzy factor analysis, it was found that
fuzzy factor analysisis more suitable for human
behavior, more effective in practical problems
and can provide more flexible factor loading
for researchers. Thus, fuzzy factor analysis can
render classification of service quality factor
more reasonable and acceptable than that of the
conventional method.
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