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ABSTRACT 
The survival of any organisation in a highly competitive environment depends on its ability to provide the best service quality to its existing customers as the 

quality of service is a key factor in the success of any organisation. It is well established that the measurement of service quality is an important procedure for the 

improvement of the performance of any organisation. Facts indicate that more attention is needed toward developing an industry-specific scale for measuring 

service quality from the end-user perspective within specific-industry contexts. The main aim of this research-in-progress paper is to review comprehensively 

previous and contemporary literature on service quality measurement and to discuss the key issues on the development of an industry-specific scale for 

measuring service quality from the customer’s perspective in specific-industry contexts. This study contributes to knowledge in the field of service quality research 

as it suggests future research directions for academicians in related research.  

 

KEYWORDS 
Service Quality, SERVQUAL Model. 

 

INTRODUCTION 
owadays, in a severe competitive environment, the most central factor to sustainable competitive advantage is to provide the best possible service 

quality which will result in improved customer satisfaction, customer retention, and profitability (Sureshchandar et al., 2002; Buttle 1996). The 

significance of the service quality concept derives researchers and scholars to address this issue and to investigate it further across different service 

sectors. Thus, throughout the past two decades, service quality has become an established area in the marketing literature. There have been many research 

studies that have studied, examined, and investigated its nature in the traditional face-to-face service environment (see, for example, Rust and Oliver, 1994; 

Hallowell, 1996; Sureshchanar et al., 2002, etc.). Moreover, numerous traditional service quality models have been developed to assess and evaluate service 

quality performance in the traditional service environment such as the SERVQUAL model (Parasuraman et al., 1985). 

It appears that service quality is not a new concept; however, measuring and managing service quality from the consumers’ point of view is still a developing and 

a challenging issue. Both from the academic community point of view, and in business practice, it is well established that measurement of service quality is an 

important procedure for improving the performance of service quality (Jayawardhena et al., 2004). Thus, there has been an abundance of research on the 

measurement issues of service quality, which have contributed to the development of a solid research foundation. 

In current service literature, there are a number of key instruments available for measuring service quality performance. Though, the SERVQUAL model has been 

the major generic model used to measure and manage service quality across different service settings and various cultural backgrounds (Buttle, 1996). However, 

apart from its wide use, a number of theoretical and empirical criticisms of the measurement model have been pointed out (Ladhari, 2008). First of all, the 

validity of the SERVQUAL model as a generic instrument for measuring service quality across different service sectors has been raised. Also, there has been an 

argument that a simple revision of the SERVQUAL items is not enough for measuring service quality across different service settings. 

As a result, Ladhari (2008, p. 68) stated that “It has been suggested that industry-specific measures of service quality might be more appropriate than a single 

generic scale”. This argument was supported by Dabholkar et al. (1996, p. 14) who stated that “It appears that a measure of service quality across industries is 

not feasible; therefore, future research on service quality should involve the development of industry-specific measures of service quality”. Ladhari (2008) 

reported that in recent years, more attention was paid by researchers and scholars toward the development of an alternative industry-specific research 

instruments for measuring service quality. Consequently, a number of industry-specific research instruments have been developed in the past several years in 

different service settings and various countries and cultural backgrounds. 

 

RESEARCH APPROACH 
Saunders et al. (2007, p. 610) defined research as "the systematic collection and interpretation of information with a clear purpose, to find things out". The key 

issue when choosing a correct research methodology approach to examine and explore a particular research problem is the suitability of the selected method to 

accomplish and address the research objectives. Quantitative research, qualitative research, and mixed research methodologies are the main methodological 

approaches used in most academic research. Each approach has its advantages and limitations and each is mainly appropriate for a particular context. This study 

adopts the approach that is supposed to be more suitable to achieve its research objective. It has been emphasised that the main aim of this research-in-

progress paper is to review comprehensively previous and contemporary literature on service quality measurement and to discuss the key issues on the 

development of an industry-specific scale for measuring service quality from the customer’s perspective in specific-industry contexts. In order to accomplish the 

main aim of this study, secondary forms of research will be conducted. 

Saunders et al. (2007, p. 246) defined secondary research as “data used for a research project that were originally collected for some other purpose”. The 

secondary data collected for this study gave the researcher the opportunity to find out useful information and data about the service quality topic in general. 

There are many forms through which secondary data may be presented. In this paper, the researcher applied them in the development of the literature review. 

There are different sources from which to obtain secondary data, including books, journal articles, and websites. Some of the advantages of secondary data lie in 

the time factor as they are quick to obtain and in many cases available for the public. Another advantage is cost. It is not always expensive to obtain secondary 

data and in many cases they are available for free to the public. However, there are some disadvantages inherent in this type of research. One of these is that in 

some cases that data are produced and designed for different purposes and not aimed for the specific case study the research may be concerned with. 

 

 

 

N 
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LITERATURE REVIEW 
The main aim of this section is to present a broad comprehensive and contemporary review of the literature on the service quality. The section will begin with 

the process of defining key terms, as it is essential to create and establish a solid foundation for this study. The importance, benefit, and significance of service 

quality will be discussed. This will be followed by describing the three formal models of service quality and their schools of thought, namely the Nordic School, 

the Holistic School, and the North American Gap School. This will then lead to a detailed review of the SERVQUAL model, including its evolution and 

development, potential applications, contexts of adoption, discussions, its criticisms and limitations.  

 

DEFINITION OF SERVICE QUALITY 
In service literature, service quality is usually defined based on consumers’ assessment. Parasuraman et al. (1985, p. 42) defined service quality as “a measure of 

how well the service level delivered matches customer expectations; delivering quality service means confirming to customer expectations on a consistent 

basis”. Parasuraman et al. (1988, p. 16) defined perceived service quality as “a global judgment, or attitude, relating to the superiority of the service”. Zeithaml 

(1988, p. 3) defined service quality as “the consumer’s judgment about a product’s overall excellence or superiority”. It is clear that defining service quality is an 

important step toward the development of a solid foundation for this study. Kotler and Armstrong (1996, p. G9) defined service quality as "the totality of 

features and characteristics of a product or service that bear on its ability to satisfy stated or implied needs". Therefore, being in line with the service literature, 

this study looks into service quality as the standard of excellence toward fulfilling customers’ requirements, which contributes toward achieving customers’ 

ultimate satisfaction. This, in turn, entails organisations and firms to investigate, explore, and identify customers’ requirements and to try to meet them in order 

to provide a high standard of service quality. 

 

IMPORTANCE AND BENEFITS OF SERVICE QUALITY 
Lewis et al. (1994) have explored and identified a number of possible benefits service organisations can look forward to when they pursue service quality. 

Service organisations are competing to achieve sustainable competitive advantage through providing a high-quality service to their existing customers in a 

severely competitive environment. This has lead to a continued focus on service quality. Organisations have recognised a number of potential benefits derived 

from implementing service quality programs, including increasing customer satisfaction, customer retention, customer loyalty and positive word-of-mouth, 

increasing opportunities for cross-selling, employee benefits, improved corporate image, profit gains, and financial performance.  

 

FORMAL MODELS OF SERVICE QUALITY 
There are a number of conceptual models that have been developed by various researchers and scholars world-wide to investigate the service quality concept. 

At the same time, these models have been aimed to be adopted by service organisations as a tool to assist in quality improvement programs. In a literature 

review study, Seth et al. (2005) presented a list of key service quality models including, for example, Technical-Functional Quality Model (Gronroos, 1984), Gap 

Model and SERVQUAL Model (Parasuraman et al., 1985, 1988), Service-Profit Chain Model (Heskett et al., 1994), and Satisfaction-Service Quality Model (Spreng 

and Mackoy, 1996). These conceptual models along with other models have contributed to the development of various schools of thought of service quality. 

Generally, in the current service marketing literature there are three key schools of service quality modelling, namely the Nordic School, the Holistic School, and 

the North American School (Gap Analysis School). 

 

THE NORTH AMERICAN GAP SCHOOL 
Parasuraman, Zeithaml, and Berry (1985) are three researchers in the service quality academic field from the United States of America. They are considered the 

key contributors to the North American School (Gap Analysis School) of thought concerning service quality. They have developed a research model (SERVQUAL 

Model) to examine the service quality concept. The model development was based on exploratory qualitative research projects including focus group interviews 

with consumers and in-depth interviews with firms’ executives. It was developed on the bases of data collection from four service settings in the United States of 

America including retail banking, credit cards, securities brokerage, and product repair and maintenance. Their research findings showed that service quality as 

perceived by customers is a comparison of the customers’ expectations with their perceptions of the performance of the actual service (See Figure 1). 

 

FIGURE 1: DETERMINANTS OF PERCEIVED SERVICE QUALITY 

 

 

 

 

 

 

 

 

 

Source: Parasuraman et al. (1985) pp. 41-50 
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managing service quality from the consumer’s point of view is still rather a debatable issue. In the literature, there are a number of key instruments available for 

measuring service quality. Nevertheless, the SERVQUAL instrument has been the major technique used to measure service quality and has been extensively 

implemented and valued by academics and practitioners.  
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Parasuraman et al. (1988) identified a number of potential applications for the SERVQUAL model, including: 

1. It can be used on a regular basis to track customer perceptions of service quality of a particular firm compared to its competitors. 

2. It provides the opportunity for a firm to assess its service quality performance on the basis of each dimension individually as well as the overall dimensions. 

3. It allows the firm to classify its customers into different segments based on their individual SERVQUAL scores. 

4. It allows multi-unit retail companies to assess the level of service quality offered by individual stores and to group them into different sectors with different 

quality images. 

However, the main aim of the model is to be employed as a generic instrument for measuring service quality across different service sectors. Parasuraman et al. 

(1991b) proposed that the SERVQUAL instrument is developed for use in various service settings and provides a basic skeleton that can be adapted to fit the 

specific attributes of a particular organisation. It is applicable across different empirical contexts and various countries and cultural backgrounds. Parasuraman et 

al. (1988, p. 6) stated that “SERVQUAL instrument is designed for use in a broad set of service business and provides a basic skeleton through its 

expectations/perceptions format encompassing statements for each of the five service quality dimensions. The skeleton, when necessary, can be adapted or 

supplemented to fit the characteristics or specific research needs of a particular organisation”. 

The SERVQUAL model was theoretically and empirically studied, examined, and discussed in several academic studies. In addition, it has been implemented to 

measure and assess service quality across different service, industrial, commercial, and non-profit settings (Buttle, 1996; Ladhari, 2008). This includes, for 

example, hospitals and health-care sector, banking and financial services sector, fast food chain, telecommunications industry, retail chain, information systems, 

library services, hotels and leisure services, travel and tourism, car servicing, higher education, hospitality, business-to-business channel partners, accounting 

firms, architectural services, recreational services, airline catering, apparel retailing, and local government (see, for example, Carman, 1990; Parasuraman et al., 

1994; Johns, 1993). 

In addition, it has been employed to measure service quality across different countries and various cultural backgrounds (Ladhari, 2008) including, for example, 

the United States of America, China, Australia, Cyprus, Hong Kong, Korea, South Africa, the Netherlands, the United Arab Emirates, and the United Kingdom (see, 

for example, Babakus and Boller, 1992; Lam 2002; Pitt et al., 1995).  

Moreover, there are a number of other unpublished SERVQUAL studies apart from the above-mentioned examples of empirical and cultural contexts. 

Additionally, a number of well-known international organisations have implemented it, such as the Midland and Abbey National Banks. 

 

CRITICISMS AND LIMITATIONS 
Clearly, the SERVQUAL instrument has been extensively adopted by several academic researchers and practitioners worldwide to measure service quality. The 

previously mentioned academic research studies are examples of this.  However, regardless of its extensive use, numerous theoretical, operational, conceptual, 

and empirical criticisms of the measurement instrument have been identified and mentioned (Buttle, 1996; Van Dyke et al., 1997, 1999; Ladhari, 2008). These 

criticisms can be summarised into two main points including the following: 

1. DIMENSIONALITY AND CONTEXTUAL STABILITY 

A number of research studies have been carried out to test SERVQUAL within different service contexts and to investigate its modified versions in a variety of 

service settings such as health care, education, hospitality, utility, retail clothing sector, and retail banking services (Carman 1990; Brown et al, 1993; Gagliano 

and Hathcote, 1994). Additionally, a number of researchers undertook cross-cultural studies to investigate SERVQUAL application in similar and different cultural 

contexts in developed countries such as the United States of America and New Zealand and in less developed countries such as the United Arab Emirates (Ford 

et al., 1993; Jabnoun and Khalifa, 2005). 

Researchers have criticised SERVQUAL regarding its dimensionality and contextual stability both from empirical and cultural context sides. Dimensionality and 

contextual stability refers to the applicability of a particular research instrument across different empirical contexts and various countries and cultural 

backgrounds. Their research findings showed that SERVQUAL does not apply equally across cultures. However, the main important concern is the one related to 

the number of dimensions and their applicability from one specific context to another. It has been argued on the unstable dimensionality and the uncertainty of 

the SERVQUAL applicability as a single instrument for measuring service quality across different service industries. It has been stated that service quality may be 

complex in some industries and very simple and uni-dimensional in others. As a result, based on the particular service being offered, the number of service 

quality dimensions may vary from one context to another. Empirical evidence does not support a five-dimensional concept of service quality as it was proposed 

by the North American Gap School. It has been argued that managers and service providers may miss important requirements of customers when assessing 

service quality based on the generic SERVQUAL items. It can be concluded clearly that a simple adaptation of the SERVQUAL factors is not sufficient to capture 

service quality across diverse settings. This leads to the need for the development of a measure of service quality for specific-industry settings. This view is 

supported by the following multi-case study. 

Carman (1990) undertook a research study aimed to investigate SERVQUAL within four different service settings in the United States of America including: 

1. Dental school patient clinic 

2. Business school placement centre 

3. Tyre store 

4. Acute care hospital 

He indicated that an additional number of 13 items are required to be added to the SERVQUAL model in order to capture service quality sufficiently across 

different service industries. He adjusted and modified the original ten-factor SERVQUAL instrument to fit the four service contexts. The end result of the factor 

analysis recognised between five and seven original service quality dimensions. His results indicated that in all four service settings three factors - tangibles, 

reliability, and security - were confirmed. On the other hand, the responsiveness factor was weak in the dental school patient clinic case. Moreover, he argued 

that the combination of the two factors “understanding/knowing the customer” and “access” to a single factor “empathy” as SERVQUAL proposed was not 

proper in his case. The author originally proposed that the factor analysis would confirm the SERVQUAL dimensions in all service settings. However, this was not 

the case. He has concluded that the original SERVQUAL instrument is not as well fitted as was expected in the four different service sectors. He has 

recommended that the wording of the SERVQUAL model needed to be customised to each service setting. 

2. EXPECTATION-MINUS-PERCEPTION SCORE 

In the current service literature and besides the SERVQUAL model, there is another competing instrument for measuring service quality which is the SERVPERF. It 

was developed by Cronin and Taylor (1992) and aims to measure only consumers’ perception of service quality. In other words, it cuts the measurement scale of 

the SERVQUAL by half. Researchers studied both instruments in detail and compared each to the other (Robeldo, 2001). In terms of gap analysis, there are few 

who support the view that customers evaluate service quality on the basis of perception-minus-expectation scores (Babakus and Boller, 1992). Conceptually,  

there has been criticism about using two different instruments for measuring  two different concepts (perceptions and expectation) to measure a third concept 

(perceived service quality) (Lam, 1997). On the contrary, it has been argued that a direct measurement of perceived service quality is more reliable. Moreover, it 

has been argued that a vaguely defined concept resulted from the uncertain expectations constructed from different definitions and views of the concept. 

Additionally, and from an operational perspective, it has been stated that consumers evaluate service quality on the basis of standards other than expectations 

(Mehat et al., 2000). Therefore, it has been recommended that service quality is more precisely and correctly evaluated by measuring only perceptions of 

quality. In addition, it has been pointed out that previous research suggested using perception-only scores rather than gap scores for the overall assessment of 

service quality (Teas, 1994; Robeldo, 2001). 

Lee et al. (2000) undertook an investigation across three service industries: entertainment parks, aerobic schools and investment consulting firms. Their research 

findings supported the SERVPERF as perceptions-only is a better approach than the SERVQUAL gap scores. Motoya-Weiss et al. (2003) defined service quality as 

the general evaluation of perceived performance of the service provider. This basic definition supports the above arguments through defining the service quality 

as a perception-only concept. Babakus and Boller (1992) enquired about the operation of the SERVQUAL gap analysis. Their findings from a study conducted at 
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an electric and gas utility company in the United States indicated that the expectations half of the SERVQUAL model did not provide any added value of 

information to that gained from the performance-only scores. The previous examples prove that the concept expectation is poorly defined and can be 

interpreted from different perspectives. Consequently, it is suggested that the gap analysis measure should not be used in consumer research. 

        

CONCLUSION 
It appears that regardless of the extensive acceptance and adoption of SERVQUAL, there has been a severe hesitation concerning its future use as a tool for 

measuring service quality. This argument is supported by Robinson (1999, p. 21) who stated that “although it has probably been the best, and most popular 

approach available during the 1990s, it is becoming apparent that it has some significant shortcomings. It can be argued that SERVQUAL is applicable to contexts 

close to its original setting”. 

In view of the criticisms mentioned, researchers have argued that there is a doubt about the applicability of a single generic scale for measuring service quality 

across a range of service settings (Jabnoun and Khalifa, 2005; Akbaba, 2006; Caro and Garcia, 2007). Moreover, there is a general agreement among researchers 

that a simple adaptation of the SERVQUAL dimensions is unsatisfactory for measuring service quality across a variety of service settings (Carman, 1990; Brown et 

al., 1993; Van Dyke et al., 1997). 

For these reasons, it has been suggested that developing industry-specific scales for measuring service quality can be more suitable than a single generic scale 

(Caro and Garcia, 2007; Ekiz and Bavik, 2008). This argument is supported by Dabholkar et al. (1996, p. 14) who stated that “It appears that a measure of service 

quality across industries is not feasible; therefore, future research on service quality should involve the development of industry-specific measures of service 

quality”. 

Subsequently, a number of specific-industry measures have been developed to measure service quality (Ladhari, 2008, p. 78), including, for example, 

restaurants, retail banks, career centres, Internet retailing, hotels , hospitals, and higher education (see, for example, Sureshchandar et al., 2002; Janda et al., 

2002; Wilkins et al., 2007) . In addition, the scales have been developed in different countries and various cultural backgrounds, including, for example, Turkey, 

Australia, Canada, Croatia, India, the United States of America, Korea, Hong Kong, Belgium, the United Arab Emirates, and Spain (see, for example, Dabholkar et 

al. 1996; Sureshchandar et al., 2002; Akbaba, 2006).   

Ladhari (2008) stated that all of the related research studies described service quality as multi-dimensional construct. However, the number and nature of 

dimensions change on the bases of the service contexts. It is clear that evaluating and assessing service quality differs from one customer group to another and 

from one circumstance to another. Therefore, the review of previous literature has documented a need for a future work to be done in order to discover 

additional appropriate and suitable specific-industry measures for service quality in further service industries and sectors. Researchers are advised to describe 

the empirical context in which the specific model was developed and the contexts in which it can be applied. 

 

REFERENCES 
1. Akbaba, A. (2006), “Measuring service quality in the hotel industry: a study in a business hotel in Turkey”, International Journal of Hospitality Management, 

Volume 25, Number 2, pp. 170-192. 

2. Babakus, E. and Boller, G.W. (1992), “An empirical assessment of the SERVQUAL scale”, Journal of Business Research, Volume 24, Number 3, pp. 253-268. 

3. Babakus, E. and Mangold, W.G. (1992), “Adapting the SERVQUAL scale to hospital services: an empirical investigation”, Health Service Research, Volume 

26, Number 2, February, pp. 767-786. 

4. Babakus, E., Pedrick, D.L. and Inhofe, M. (1993b), “Empirical examination of a direct measure of perceived service quality using SERVQUAL items” 

unpublished manuscript, Memphis State University, TN.    

5. Buttle, F. (1996), “SERVQUAL: review, critique, research agenda”, European Journal of Marketing, Volume 30, Number 1, pp. 8-32. 

6. Brown, S.W. and Swartz, T.A. (1989), “A gap analysis of professional service quality”, Journal of Marketing, Volume 53, April, pp. 92-98. 

7. Brown, T.J., Churchill, G.A. and Peter, J.P. (1993), “Research note: improving the measurement of service quality”, Journal of Retailing, Volume 69, Number 

1, pp. 127-139. 

8. Bitner, J., Ostrom, A. L., and Meuter, L. (2002), “Implementing successful self-service technologies”, Academy of Management Executive, Volume 16, 

Number2, pp. 96-108. 

9. Carman, J.M. (1990), “Customer perceptions of service quality: an assessment of the SERVQUAL dimensions”, Journal of Retailing, Volume 66, Number 1, 

pp. 33-55. 

10. Caro, L.M. and Garcia, J.A.M. (2007), “Measuring perceived service quality in urgent transport service”, Journal of Retailing and Consumer Services, Volume 

14, Number 1, pp. 60-72. 

11. Chen, K-J. (2005), “Technology-based service and customer satisfaction in developing countries”, International Journal of Management, Volume 22, 

Number 2, pp. 307-318. 

12. Chisnall, P. (2001), Marketing Research, 6
th

 Ed., London: McGraw-Hill. 

13. Dabholkar, P., Thorpe, D.I and Rentz, J.O. (1996), “A measure of service quality for retail stores: scale development and validation”, Journal of the Academy 

of Marketing Science, Volume 24, Number 1, pp. 3-16. 

14. Davis, C. H. (2003) “Electronic business and commerce in Canada: introduction to the special issue”, Canadian Journal of Administrative Sciences, Volume 

20, Number 1, pp. 1-2. 

15. Ekiz, E.H. and Bavik, A. (2008), “Scale development process: service quality in car rental services”, The Electronic Journal of Business Research Methods, 

Volume 6, Number 2, pp. 133-146. 

16. Flier, B., van den Bosch, F.A.J., Voberda, H. W., Carnevale, C.A., Tomkin, N., Melin, L., Quelin, B.V. and Kriger, M.P. (2001). The changing landscape of the 

European financial services sector. Long Range Planning, Number 34, pp. 179-207.  

17. Ghobadian, A., Speller, S. and Jones, M. (1994), “Service quality: concepts and models”, International Journal of Quality and Reliability Management, 

Volume 11, Number 9, pp. 43-66. 

18. Gronroos, C. (1984), “A service quality model and its marketing implications”, European Journal of Marketing, Volume 18, Number 4, pp. 36-44. 

19. Gronroos, C. (2001), “The perceived service quality concept – a mistake?”, Managing Service Quality, Volume 11, Number 3, pp. 150-152.  

20. Hallowell, R. (1996), “The relationships of customer satisfaction, customer loyalty and profitability: an empirical study”, International Journal of Service 

Industry Management, Volume 7, Number 4, pp. 27-42. 

21. Habib, R., Al-Shadokhi, H. (2006), Principles of Marketing, 2
nd

ed. Al-Khawarizm, Jeddah, K.S.A. 

22. Heskett, J.L., Jones, T.O., Loveman, G.W., Sasser, Jr., W.E., and Schlesinger, L.A. (1994), “The service-profit chaine”, Harvard Business Review, March-April, 

pp. 164-170. 

23. Hsieh, C-t. (2005), Implementing successful self-service technology to gain competitive advantages”, Communications of the IIMA, Volume 5, Number 1, 

pp. 77-83. 

24. Jabnoun, N. and Khalifa, A. (2005), “A customised measure of service quality in the UAE”, Managing Service Quality, Volume 15, Number 4, pp. 374-388. 

25. Janada, S., Trocchia, P.J. and Gwinner, K.P. (2002), “Consumer perceptions of internet retail”, International Journal of Service Industry Management, 

Volume 13, Number 5, pp. 412-431. 

26. Jayawardhena, C. (2004), “Measurement of service quality in Internet banking: the development of an instrument”, Journal of Marketing and 

Management, Volume 20, pp. 185-207. 

27. Jayawardhena, C., and Foley, P. (2000), “Changes in the banking sector – the case of Internet banking in the UK”, Internet Research: Electronic Networking 

Applications and Policy, Volume 10, Number 1, pp. 19-30.  



 VOLUME NO. 2 (2012), ISSUE NO. 1 (JANUARY)  ISSN 2231-1009 

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 

 www.ijrcm.org.in  

13

28. Jiang, J.J., Klein, G. and Crampton, S.M. (2000), “A note on SERVQUAL reliability and validity in information system service quality measurement”, Decision 

Sciences, Volume 31, Number 3, pp. 725-744. 

29. Johns, N. (1993), “Quality management in the hospitality industry, part 3: recent developments”, International Journal of Contemporary Hospitality 

Management, Volume 5, Number 1, pp. 10-15. 

30. Kotler, P. and Armstrong, G. (1996), Principles of Marketing, Seventh Edition, Prentice-Hall International, Englewood Cliffs, New Jersey, Chapter 21, pp. 

656-681. 

31. Ladhari, R. (2008), “Alternative measure of service quality: a review”, Journal of Managing Service Quality, Volume 18, Number 1, pp. 65-86. 

32. LeBlanc, G. and Nguyen, N. (1988), “Customers’ perceptions of service quality in financial institutions”, International Journal of Bank Marketing, Volume 6, 

Number 4, pp. 7-17. 

33. Lee, G. and Lin, H. (2005), “Customer perceptions of e-service quality in online Shopping”, International Journal of Retail and Distribution Management, 

Volume 33, Number 2, pp. 161-176. 

34. Lehtinen, U. and Lehtinen, J.R. (1982), Service Quality: A Study of Quality Dimensions, Working Paper, Service Management Institute, Helsinki, Finland. 

35. Lehtinen, U. and Lehtinen, J.R. (1991), “Two approaches to service quality dimensions”, Service Industries Journal, Volume 11, Number 3, July, pp. 287-303. 

36. Lewis, B.R., Orledge, J. and Mitchell, V.W. (1994), “Service quality: students’ assessment of banks and building societies”, International Journal of Bank 

Marketing, Volume 12, Number 4, pp. 3-12. 

37. Martilla, J.A., and James, J.C. (1977), “Importance-Performance Analysis”, Journal of Marketing, Volume 41, pp. 77-79. 

38. Parasuraman, A., Zeithaml, V.A., and Berry, L.L. (1985), “A conceptual model of service quality and its implications for future research”, Journal of 

Marketing, Volume 49, Fall, pp. 41-50. 

39. Parasuraman, A., Zeithaml, V.A., and Berry, L.L. (1988), “SERVQUAL: a multiple-item scale for measuring consumer perceptions of service quality”, Journal 

of Retailing, Volume 64, Number 1, Spring, pp. 12-40. 

40. Parasuraman, A., Zeithaml, V. and Berry, L.L. (1991b), “Refinement and reassessment of the SERVQUAL scale”, Journal of Retailing, Volume 67, Number 4, 

pp. 420-450. 

41. Parasuraman, A., Zeithaml, V.A., and Berry, L.L. (1994), “Alternative scales for measuring service quality: A comparative assessment based on psychometric 

and diagnostic criteria”, Journal of Retailing, Volume 70, Number 3, Spring, pp. 201-230. 

42. Pitt, L.F., Watson, R.T. and Kavan, C. (1995), “Service quality: a measure of information systems effectiveness” MIS Quarterly, Volume 19, Number 2, pp. 

173-187. 

43. Robinson, S. (1999),"Measuring service quality: current thinking and future requirements", Marketing Intelligence and Planning, Volume 17, Number 1, pp. 

21-32. 

44. Rust, R.T. and Oliver, R.L. (1994), Service Quality: New Directions in Theory and Practice, Sage, London. 

45. Saleh, F. and Rayan, C. (1991), “Analysing service quality in the hospitality industry using the SERVQUAL model”, Service Industries Journal, Volume 11, 

Number 3, pp. 324-343. 

46. Saunders, M. Lewis, P. Thornhill, A. (2007), Research Methods for Business Students, 3
rd

 edition. Harlow: Pearson Education Limited. 

47. Santos, J. (2003), “E-service quality: a model of virtual service quality dimensions”, Managing Service Quality, Volume 13, Number 3, pp. 233-246. 

48. Seth, N., Deshmukh, S.G., and Vrat, P. (2005), “Service quality models: a review”, International Journal of Quality and Reliability Management, Volume 22, 

Number 9, pp. 913-949.  

49. Spreng, R.A. and Mackoy, R.D. (1996), “An empirical examination of a model of perceived service quality and satisfaction”, Journal of Retailing, Volume 

722, pp. 201-214. 

50. Sureshchander, G.S., Rajendran, C., and Anatharaman, R.N. (2002), “The relationship between service quality and customer satisfaction: a factor specific 

approach”, Journal of Services Marketing, Volume 16, Number 4, pp. 363-79. 

51. Swaid, S.I, Wigand, R.T. (2007), “Key dimensions of e-commerce service quality and its relationships to satisfaction and loyalty”, 20
th

 Bled e-Conference, e-

Mergence: Merging and Emerging Technologies, Processes, and Institutions, June 4-6, 2007; Bled, Slovenia. 

52. Shamdasani, P, Mukherjee, A, Malhotra, N. (2008), “Antecedents and consequences of service quality in consumer evaluation of self-service Internet 

technologies”, The Service Industries Journal, Volume 28, Number 1, pp. 117-138. 

53. Van Dyke, T.P., Kappelman, L.A. and Prybutok, V.R. (1997), “Measuring information systems service quality: concerns on the use of the SERVQUAL 

questionnaire”, MIS Quarterly, Volume 21, Number 2, June, pp. 195-208. 

54. Van Dyke, T.P., Prybutok, V.R. and Kappelman, L.A. (1999), “Cautions on the use of SERVQUAL measure to assess the quality of information systems 

services”, Decision Sciences, Volume 30, Number 3, Summer, p. 15. 

55. Wilkins, H., Merrilees, B. and Herington, C. (2007), “Toward an understanding of total service quality in hotels”, International Journal of Hospitality 

Management, Volume 26, Number 4, pp. 840-853. 

56. Zeithaml, V.A. (1988), “Consumer perceptions of price, quality, and value: a means-end model and synthesis of evidence”, Journal of Marketing, Volume 

52, July, pp. 2-22. 

57. Zeithaml, V. A., Parasuraman, A., and Berry, L. L. (1988), “Communication and control processes in the delivery of service quality”, Journal of Marketing, 

Volume 52, April, pp. 35-48. 

  

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 



 VOLUME NO. 2 (2012), ISSUE NO. 1 (JANUARY)  ISSN 2231-1009 

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 

 www.ijrcm.org.in  

14

REQUEST FOR FEEDBACK 
 

Dear Readers 

At the very outset, International Journal of Research in Computer Application and Management (IJRCM) 

acknowledges & appreciates your efforts in showing interest in our present issue under your kind perusal. 

I would like to request you to supply your critical comments and suggestions about the material published 

in this issue as well as on the journal as a whole, on our E-mails i.e. infoijrcm@gmail.com or 

info@ijrcm.org.in for further improvements in the interest of research. 

If you have any queries please feel free to contact us on our E-mail infoijrcm@gmail.com. 

I am sure that your feedback and deliberations would make future issues better – a result of our joint 

effort. 

Looking forward an appropriate consideration. 

With sincere regards 

Thanking you profoundly 

Academically yours 

Sd/- 

Co-ordinator 

 

 

 

 

 

 

 

 

 

 

 

 

 



 VOLUME NO. 2 (2012), ISSUE NO. 1 (JANUARY)  ISSN 2231-1009 

INTERNATIONAL JOURNAL OF RESEARCH IN COMPUTER APPLICATION & MANAGEMENT 
A Monthly Double-Blind Peer Reviewed Refereed Open Access International e-Journal - Included in the International Serial Directories 

 www.ijrcm.org.in  

II
 


