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Abstract: In 2021, ISO/TC 312 published an international standard ISO 23592:2021, Service excellence—
Principles and model, which plays an important role in guiding the development of service quality in the civil aviation
industry. In this paper, some clauses of the standard are selected, and corresponding analysis is made with the

current situation of enterprise management in the civil aviation industry, and the direction and key points needed to

be improved in each section are pointed out.
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