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A Study for the Service Quality Audit System Development
based on the Analysis of Airline Cabin Service Process
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Purpose: In this study, we developed a service quality audit system through analyzing service processes

of airlines’ cabin service.

Methods: Applying the qualitative approach to service processes analysis; ‘service blueprint’ methodology

was developed, providing airlines a blueprint for cabin service and applying the quantitative service quality

audit approach called ‘walk-through audit’, an audit methodology tailored to airline cabin service called PCPA

(Passenger Cabin Patrol Audit) was developed.

Results: This study tried to apply both the qualitative and the quantitative methodologies to develop service

quality audit checklist and tried to develop details to systemize them into a new methodology.

Conclusion: This study will be helpful for Airline services improvement by providing ‘service quality audit

model’,
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so as to find out the problems and share those with the stakeholders.
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