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Application of AHP in customer satisfaction survey

CHEN Peng, WANG Lei
( Information Technology Center of Ministry of Railways, Beijing 100844, China )

Abstract: On the basis of customer satisfaction theory, using AHP( analytic hierarchy process), this paper
discussed how to construct the hierarchical structure model for the evaluation index system of customer
satisfaction, and determined the weight of each parameter in model through the expert scoring method,
implemented the unity of the qualitative analysis and the quantitative analysis of satisfaction survey, which
greatly improved the accuracy of satisfaction evaluation.
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