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Abstract

Measurement of service quality is a critical topic in the domain of service
quality survey. The most popular and significant evaluation approaches are:
SERVQUAL by PZB (1988), SERVPERF by Cronin & Taylor (1992), and non-
difference score by Brown, Churchill & Peter (BCP, 1993). There are few studies
about the comparison of the three alternatives, especially that of comparison of the
forecasting ability. Some conclusions are of different opinions. This study is based on
these three alternatives, and takes expected level as weight of measurement. Six
evaluation approaches are formulated. The credibility, reliability, and forecasting

ability are evaluated to find the strength and weakness of these altemnatives.

The studied industry is Internet Service Provider (ISP). The conclusions are as

follows :

l.In general, the unweighted non-difference score (NDSERQUL) is best on
credibility, reliability, and forecasting ability.

2.The rank of the unweighted approaches is: NDSERVQUL, SERVPERF,
SERVQUAL. This result is consistent with the conclusion of Cronin & Taylor
{1992} and that of BCP (1993). By combining both the results, we find that
NDSERQUL is more theory-based and better.

3.The comparison of the weighted approaches simply point out that EWNDSERQUL
is the best of the weighted approaches. There is no significant result of

EWSERVQUAL and EWSERVPERF.
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~114~



FRiss e B LA IR

235 30

Rt » 1998 » (R internet FEFABIAAL 1 FIRE * 5 Fa

By 1098 T REETENSRET I HEEE SR

G L 1996  RASVEHIEHES LT - PUIRBORES
ol °

Babakus, E., and G. W. Boller. 1992. An empirical assessment of the SERV
scale. Journal of Business Research, 24(3): 253-268.

Berry, L. L, V. A. Zeithaml and A. Parasuraman. 1990. Five imperatives i\‘
improving service quality. Sloan Management Review, Summer : 29-38. -,

Bloom, B. 1956. Taxonomy of educational objectives, handbook I Cognitive
domain, NY: David McKay.

Bolton, R. N. and I. H. Drew. 1991. A multistage model of customers' assessments of
service quality and value. Journal of Consumer Research, 17(March):
375-384.

Brown, T.J., G. A. Churchill, Jr. and J. P. Peter. 1993. Research note: Improving the
measurement of service quality. Journal of Retailing, 69(1)(Spring): 127-
139.

Carman, J. M. 1990. Consumer perceptions of service quality: An assessment of the
SERVQUAL dimensions. Journal of Retailing, 66(1) Spring: 33-55.

Chidester, J. 1995. Tailoring your survey. Credit Union Management, 18(4):30-31.

Collier, D. A. 1990. Measuring and managing service quality. Service management
effectiveness, Jossey-Bass Publishers:234-265. :

Collier, D. A. 1991. A service quality process map for credit card processing.
Decision Sciences, 22:406-420.

Cronin, J. J., jr. and S. A. Taylor. 1992. Measuring service quality: A reexamination
and extension. Journal of Marketing, 56(July):55-68.

Haywgod-Farmer, J. 1988. A conceptual model of service quality. International
Journal of Operations & Production Management(LJOPM), 8(6):19-29.

Kerlinger, F. N. 1986. Foundations of behavioral research(3® Edi.). CBS
Publishing Japan Ltd.

- Ketttinger, W. J. and C. C. Lee. 1997. Pragmatic perspectives on the measurement of

information systems service quality. MIS Quarterly, 1997(June):223-240.

“Klose, A. and T. Finkle. 1995 Service quality and the. congruency of employee

"

perceptions and customer expectations : The case of an electric utility.
Psychology & Marketing, 12(7):637-646.

Lowelock, C. H. 1983. Classifying services to gain strategic marketing insights.
Journal of Marketing, 47 (Summer):9-20.

Mels, G., C. Boshoff and D. Nel. 1997. The dimensions of service quality : The

~120~




i L EEE S
B3R 42 01> TR I R TR R BT BB © 2R
HAEBENTS - EANEEENSEEES EWNDSERQUL - NDSERQ
EWSERVPERF * SERVPERF « EWSERVQUAL B2 SERVQUAL » EB’H@JH%
HILA NDSERQUL Hy{SRE/kiem s - HIRE SERVPERF B SERVQUA
E—E i RPRAIHELIEF AR - B s s
IAEE B 2R - EHELAE R AT AR SR — ) » R = -
FRAL - {H NDSERQUL HMSREKEhtg EWNDSERQUL £ » {HEL250E7
sN e : [
=~ MESR ' :

1
S G 5% B (content validity) - ZATRHFHAC S (criterion-related
B RS (construct validity)SE =F3F - {Hi Cronin & Taylor(1992)
Churchill & Peter(1993)ERFRCh - R AT S S R R
T3S 4 (convergent validity) B #ERISK B (discriminant validity)TRLES
T - Kﬁ%ﬂﬁﬂ%&@%ﬁﬁf’?ﬁ%ﬁﬁ*ﬁ%ﬁ?ﬁ o |

(~PEHE |

P S RGBT B R e R TRETA 2B
PIR B A SR PO A R AR S (K erlingeer, 1986) » 7R
BIPIER T 2 % PR (Bloom, 1956) » TIZEFIETHER T » 22
ERHEENCREBLE . ARERARERE T
SERVQUAL Z83% - RILARR it A2 88 T e iar |
B3R - j

()RR

N8 T B (empirical validity) | B} T 53005 (statistical va
ENBIRT BN (validity oriterion) 2 IOAEBRAR®Y - &7 |
R - Zﬁﬁ%ﬂ%@{%ﬁ'ﬁﬁﬁﬂéﬁ@%ﬁ%ﬁﬁﬁ%gﬁﬁ(s)F’a’iZ?FE E*ﬁ
SUEBRIELBERRE - tisk 4-3 WIABRITRESE L NDSERQUL(0. 57 f
% SERVPERF(0.52) FHRE SERVQUAL(0.43) ; FEAHII
EWNDSERQUL(0.45) i £ » # 7k 5 EWSERVQUAL(0.42) f" ;
SWSERVEERFO3T) - MUALAMFRIENLLR - e |
BH{KFR : NDSERQUL + SERVPERF - EWNDSERQUL -~ S j
EWSERVQUAL E EWSERVPERF - IFBIER BB S - oL N7 '

~115~



oL T

original European perspective revisited. Service Industries Journalf{SLJ],
17¢1):173-189.

Olshavsky, R. W. 1985. Perceived quality in consumer decision making : An
integrated theoretical perspective. in J. Jacoby and J. Olson (Eds.).
Perceived Quality, Lexington, MA: Lexington Books:3-29,

Olson, J. C. and T. J. Reynolds. 1983. Understanding consumers' cognitive
structures : Implications for advertising strategy. in L. Percy and A.
Woodside (Eds.). Advertising and Consumer Psycholpgy, Lexington, MA:
Lexington Books °

Parasuraman, A., L. L. Berry and V. A. Zeithaml. 1991. Refinement and
reassessment of the SERVQUAL scale. Journal of Retailing, 67(4):420-
450,

Parasuraman, A., V. A. Zeitham! and L. L. Berry. 1985. A conceptual model of
service quality and its implications for future research. Journal of
Marketing, A9(Fall):41-50. :

‘Parasuraman, A., V. A. Zeithaml and L. L. Berry. 1988. SERVQUAL : A multiple-

item scale for measuring consumer perceptions of service quality. Journal
of Retailing, 64(1):12-40.

Parasuraman, A., V. A. Zeithaml and L. L. Berry. 1994a. Reassessment of
expectations as a comparison standard in measuring service quality :
Implications for further research. Journal of Marketing, 58(1) : 111-124.

Parasuraman, A., V. A. Zeitham] and L. L. Berry. 1994b. Alternative scales for
measuring service quality: A comparative assessment based on
psychometric and diagnostic criteria. Journal of Retailing, 70(3) : 201-
230.

Pitt, L. F., R. T. Watson and C. B. Kavan. 1997. Measuring information systems
service quality: Concerns for a complete canvas. MIS Quarterly,
1997(June) : 209-221.

Sasser, W. E., Jr., R. P. Olsen and D. D. Wyckoff. 1978. Management of Service
Operations —— Text, Cases, and Readings, Allyn and Bacon, Inc.

Takeuchi, H. and J. A. Quelch. 1983. Quality is more than making a good product.
Harvard Business Review, July-August : 139-145.

Teas, R. K. 1993, Expectations, performance evaluation and consumers’ perceptions
of quality. Journal of Marketing, 57(October):18-34.

_.Van.Dyke, T. P.,, L. A, Kappelman and V. R. Prybutok. 1997. Measuring information

systems service quality : Concems on the use of the SERVQUAL

questionnaire. MIS Quarterly, 1997(June) : 209-221.

~ Watson, R. T, L. F. Pitt and C. B. Kavan. 1998. Measuring information systems
service guality: Lessons from two longitudinal case studies. MIS Quarterly,

1998(March):61-79.

. Woodruff, R. B., E. R. Cadotte and R. L. Jenkins. 1983, Mocdeling consumer

satisfaction processes using experience-based norms. Journal of

~121~



I E R e LT

Marketing Research, 20(August) : 296-304.

Zeithaml, V. A. 1988. Consumer perceptions of price, quality, and value ;: A means-
end model and synthesis of evidence, Journal of Marketing, 52(July) : 2-
22.

Zumbehl, R. K. and R. E. Mayo. 1994. Customer focused quality for the maintenance
and repair of air force facilities. Project Management Journal, 25(4) : 32-
36.

~122~



