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Fig.1 Capability maturity of customer service system
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Table 1 Evaluation system for capability maturity of

customer service system
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Table 2 Evaluation factor system for capability maturity

of customer service system
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Capability Maturity Assessment Method for Civil Aircraft Customer Service System
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Abstract: According to the basic ideas of the Capability Maturity Model (CMM), the Maturity Model for civil aircraft
customer service system was established on five big aspects: the engineering and technical support, marketing and
customer support, spare parts support, flight training, technical publications, and so on. Then, Capability Maturity
comprehensive evaluation method was given. With the survey results airlines of customer service satisfaction, and
weights which were determined by expert advice, using the multi-level fuzzy comprehensive evaluation method ,
maturity level on the actual customer service system for comac's customer service center are evaluated, making the
current maturity level of clear and continuous improvement Suggestions are put forward.

Key Words: civil aircraft; customer service system; capability maturity; multi-level fuzzy evaluation method
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