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An Application of Fuzzy ANP to Measure Service Quality of Banking
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Abstract
Service industry has replaced manufactory industry to become the largest sector of GDP in Taiwan.
However, how to enhance service quality in order to increase customer satisfaction is always a
challengeable task for companies that provide service. Measurement of service quality required
criteria that are not only subjective but also intangible. Past studies have used AHP to calcu@e
weights of criteria by exploiting crisp numerical data and assuming the independency a&%

criteria. To overcome the imperfect assumption, the authors have proposed a FANP approach for the

measurement of service quality while making use of fuzzy nature of attitu
taking into consideration the dependency among several criteria. Compgss

utilization of FAHP and FANP is also conducted and discussed.

A numerical example is presented for the measurement of the Guality for a commercial bank

located in Kaohsiung. Appropriate criteria for banking ind service quality are developed

’,

based on existing literature and interview of the ba agers. Factor analysis shows that

service quality of banking is composed by three as namely employee skills, accessibility, and
tangibility. FANP is then implemented to latg the weights of criteria. The overall service
quality can be measured by summgin eighted score for every criterion.

Keywords: Fuzzy Analy\ib&work Process(FANP), Fuzzy Analytic Hierarchy Process(FAHP),

Service Quality °
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