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P n‘~—' % Jf: Parasuraman, A., Zeithaml, V. A. and Berry, L. L. (1985, Fall). A conceptual

model of service quality and its implication for future research. Journal of
Marketing, 49, p. 44.
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T kR Zeithaml V. A., Berry L. L. and Parasuraman, A. (1990). Delivering quality

service: Balancing customer perceptions and expectations. p. 23.

New York : Free Press.
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95304 SERVOQUAL §4& 5 A dmaey 22 05

.

10 HAFFIM AN B EMNTE SERVQUAL §F £ 22 BR8N EER
FHE  RBEAY—##E (internal consistency ) $ dimensionality °

.

113 & SERVQUAL EH&8E

®12-4-2 # f§ SERVQUALE 4 ik B4z 5
¥4 % Jk: Parasuraman, A., Zeithaml, V. A. and Berry, L. L. (1988, Spring). Servqual:
A multiple-item scale for measuring consumer perceptions of service

quality. Journal of Retailing, 64(1), p. 14.
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L
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4

PR F Rt
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© ¥ 4 0.79 4
y, L';.- D 7

(4

o

2 E

#
lo7e M

2 % >

(1988)

B iz 4
A8 R D5 0.85 7
A EYEa D6 0.85 4
it D7 0.87 5

T kR : Parasuraman, A., Zeithaml, V. A. and Berry, L. L. (1988, Spring).

Servqual: A multiple-item scale for measuring consumer

perceptions of service quality. Journal of Retailing, 64(1), 12-40.
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[ Specifically, for each item a difference score Q (representing perceived quality
along that item) was defined as Q=P-F , where P and E are the ratings on the
corresponding perception and expectation statements , respectively.] (PZB,1988,
p-19).
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$ - PR ] 15 (1988)

PR EA M e (1988)

(responsiveness)

(assurance)

TR AT
(tangibles ) (tangibles )

L XA e % =
(reliability ) (reliability )

F e
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T M (credibility )
(security ) “/ S YA
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( competence ) % iE
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[ An unweighted performance-based measure of service quality (unweighted

SERVPERF) is a more appropriate basis for measuring service quality than
SERVQUAL, or weighted SERPERF.] (Cronin & Taylor, 1992).

2

Z ~ @ & FEA #GEE 7Y (non-difference score measurement)

Brown, Churchill and Peter (1993) (2™ f#§ £ BCP) 325 4 W37 & JurpRi%

SERAPFRBESFTLFF S5 BE NE F oL JER] T 4o FIEE o 4ot B8 PRI



BRI ST E BTS2y 45

AR iéfj.%iéw g e Sl (P FIRBFERIPRIE) hankz 38 i (£
35 52002) o AFEABHETERG E S - LR PO sk TR AN, - Ty
BPTRRAE, & TRBEUGIRAL, o Y BCPE2REBFIH L P LR
EFEYFRBETE LTI RBET L AFE S A TR LAES K
FERG e
% BCP (1993)57%7 5 ¢ » #% SERVQUAL # % 7 T £ ieA = # 5% | (&

* PZB *t 1991 # i3 #cfs SERVQUAL £ 4 ) & M@ X s B= 8 50 ) 3 -
e e R T E RS BGTER RS | AR S R AP E v Y B R

EILATIRAR S E ) FIRAR SR O BE o

[ The non-difference score measure allowed subjects to compare directly their
expectations and perceptions and did not restrict them to some arbitrary, linear
difference.)] (BCP, 1993).
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[ The empirical investigation indicated that the problems with SERVQUAL,
brought on by its measurement as a difference score, indeed manifest themselves
empirically. Moreover, not only did SERVQUAL fail to achieve discriminant validity
from its components, but the perceptions component by itself performed as well as the
difference score on a number of criteria. SERVQUAL also exhibited variance
restriction effects and the distribution of SERVQUAL scores was non-normal.] (BCP,
1993).
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[ The non-difference score measure did not exhibit these problems. Moreover, it
displayed better discriminant and nomological validity properties. In sum, it was the
preferred alternative. It outperformed SERVQUAL on a number of important
psychometric statistical considerations.] (BCP, 1993).
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