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Abstract: [Objective] In the context of building China into a quality power, this study aims to systematically identify the
key elements for the improvement of designated driving service quality, and provide theoretical basis and countermeasures
for solving the prominent problems existing in the designated driving industry, such as imperfect insurance mechanism
and rampant illegal designated driving. [Methods] The initial factor pool was constructed through literature research, and
22 core factors were refined by three-round Delphi expert selection method, and the causal relationship between factors
was quantified by fuzzy DEMATEL method. [Results] The analysis shows that “review coverage of driver’s background”,
“industry regulatory policy perfection” and “intelligent scheduling accuracy” are the three core driving factors, and

service attitude is the outcome factor. [Conclusion] The improvement of surrogate driver service quality needs to focus on
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the source driving factors, and build a strategy system from the four dimensions of surrogate driver management, service

process optimization, platform technology empowerment and industry supervision improvement, so as to provide decision-

making reference for the standardized development of the industry.

Keywords: designated driving service quality; key factors; DEMATEL method
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