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Abstract

Aiming at the change of complaint rate of different airlines in continuous time, according to the
difference of static service quality growth rate at different time points, a dynamic comprehensive
evaluation model of airline service quality based on gain level incentive was proposed. Firstly, the
advantages and disadvantages of all the airlines’ gain level is determined, according to which the
advantages and disadvantages of each airline incentive points at different time points are calcu-
lated. Secondly, the advantages and disadvantages of incentive factors are introduced to calculate
the “reward” and “punishment” of different airlines relative to the advantages and disadvantages
of incentive points, so as to obtain the final dynamic comprehensive evaluation value. Finally, tak-
ing the statistical data of Civil Aviation Administration from January to September in 2020 as an
example, the dynamic service quality of ten companies such as Tianjin Airlines is analyzed, and
the influence of different incentive factors on their ranking is analyzed, so as to verify the effec-
tiveness of the model.
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Figure 1. Index system
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Table 1. Airline service quality data from January to October 2019
% 1.2019 £ 1~10 B L RS RERE

N 1A 2 A 3R 4H 5H 6 A 7R 8 A 9H 104

et 4553 14078 12527 437.64 50523 60231 264.02 1199.82 782.6  178.61
FA 7.23 0 27.19 4834  17.03  107.09 9588  177.97 13091 164.54
5 6.65 4552 3729 3416 22.9 1864 1639 1548 1951  16.34
Rifg 6.58 59.24 16.47 16.07 30.8 37.05 33 78.67  74.84 29.2
EZ Sl 5.52 3348 1641 5636  101.14 5659 1194 5627  32.02  139.98
P 5 5.17 36.88  29.86 38.5 50.81  50.03  93.86 71.9 6554  60.37
PR 5.07 4941 1633 3747 45.8 65.64 7802  62.05 81.4 87.06
ani 4.88 17.14 1591 5368 2549 3414 1766  67.15 86.8 52.46
] 4.65 20.11 1582 2121 1662 5241 2864  19.18 2625 15.6

JUE IR R 4.04 4454 36.71 97.31 140.98  87.46 124.4 9423 10343  91.28

2000
1800
1600
1400
1200
1000
800
600
400
200
0

1A 2A 3AH 41 5H 64 7H 8H 9H 104

= AT e =i "HE IR SEZ a0
" G5 R LRl " SR iBl i3

Figure 2. Changes in airline service quality rankings from January to October 2019
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Table 2. v/ (z,)

Fz2. v (tk)
M= AE 1A 2 A 3R 4 A 5H 6 A 7R 8 A 9H 10 A
L 0.00 10.03 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
e 0.00 11251  0.00 0.00 0.00 0.00 0.00 4.00 0.00 0.00
Hi 0.00 69.81 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
RifE 0.00  361.03  0.00 0.00 0.00 0.00 0.00 0.00 4.20 0.00
EZ 0l 0.00  459.93  0.00 0.00 0.00 22.06 0.00 0.00 0.00 0.00
P 78 0.00 46695  60.18 0.00 0.00 0.00 0.00 3.23 0.00 0.00
R 0.00  139.87  51.22 0.00 0.00 0.00 0.00 32.09 0.00 0.00
AN 0.00  993.58 13422  0.00 0.00 0.00 0.00 0.00 19.70 0.00
B 0.00 62342  83.13 0.00 14.55 0.00 0.00 0.00 32.28 0.00
it i 0.00 0.00 119.93  0.00 0.00 51.34 0.00 6.33 8.59 0.00
Table 3. v/ (1,)
£3. v (1,)
Bz AF 1A 2 A 3H 4 A 5H 6 H 7H 8 H 9H 10 B
it 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
e 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
H 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
Rt 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 12.36
EZ vl 0.00 0.00 0.00 0.00 6.60 0.00 0.00 0.00 0.00 60.62
P 8 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00
R 0.00 0.00 0.00 0.00 22.66 0.00 0.00 0.00 0.00 32.02
AN 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 11.31
ELH 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 0.00 13.44
i ) 0.00 0.00 0.00 0.00 47.04 0.00 0.00 0.00 0.00 11.94
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Table 4. The service quality ranking of airlines in different months and the comprehensive ranking of the whole year

T4 MELRETERABHBRZSREHRAUREFEEHR

AT 1H 2 H 3H 4 A 5H 6 H 7H 8 H 98 10/ %EH%

T 45.53 7.76 6.65 6.58 5.52 5.17 5.07 4.88 4.65 4.04 95.85

B 140.78  5.98 4552 5924 3348 3688 4941 1735 20.11 44.54 453.29
HE 12527 3090 3729 1647 1641 2986 1633 1591 1582 36.71 340.97
Rt 437.64 67.52 3416 16.07 5636 38.50 3747 53.68 2143 85.61 848.45
Fo 505.23 4147 2290 30.80 9489 5198 4580 2549 16.62 83.58 918.77
[iip=A 60231 131.90 21.84 37.05 5659 50.03 6564 3431 5241 87.46 1139.54
REE 264.02 10331 19.11  33.00 9795 9386 78.02 1936 28.64 94.09 831.36

bawitl 1199.82 230.76 22.61 78.67 5627 7190 62.05 67.15 2023 83.52  1892.98

LB 782.60 164.03 2393 7484 3279 6554 8140 86.80 27.96 90.71 1430.61

JUPEIEERYE 178.61  164.54 2271 2920 9544  63.10 87.06 5280 16.06  79.98 789.49
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