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( )  (inseparability): 

 

( )  (variability): 

 

( )  (perishability): 

1999



 22 

 

 

   

1998

 

(excellence) (Tuchman, 1980) (value) 
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PZB,1985) Reeves & Bednar, 1995
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to specification) (exceeding customers’ expectations)

(Reeves & Bednar, 
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2-3-1  

: 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.  

 

2003
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2-3-1                                   

 8.  
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13.  
14.  
15. 
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1.  
2.  
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6.  
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8. 

 
9.  
10.  

Lovelock, H.C. 1996 . Service quality. NJ Prentice Hall. 
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SERVQUAL  

PZB (1985)

ZBP 1990 2-4  

( )  (reliability)

 

( )  (responsiveness)

 

( )  (competence)

 

( )  (access)

 

( )  (courtesy) ..

 

( )  (communication)
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( )  (credibility)

 

( )  (security)

 

( )  (understanding)

 

( )  (tangibles)

(

)  

 

2-4-1  

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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PZB (1985)

1988 PZB

97 200

PZB

2-4-2  

”item-to-total” 43

54

34

2-4-1
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2-4-2 SERVQUAL  

: 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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2-4-1 SERVQUAL  

    

 D1 0.72 4 

 
D2 0.83 5 

 
D3 0.84 5 

 

 

 

 

D4 0.79 4 

 D5 0.85 7 

 D6 0.85 4 

 
SERVQUAL  

 
 
 
 
 
 
 
 
 
 
 
 

(1988) 

 

 

 

 D7 0.87 5 

      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. 

PZB 34

2-4-2 5

SERVQUAL
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( ) (tangibles)

 

( ) (reliability)  

( ) (responsiveness)

 

( ) (assurance)

 

( ) (empathy)

 

 

PZB (1988) 22 2-4-2

SERVQUAL  

Specifically, for each item a difference score Q (representing perceived quality 

along that item) was defined as Q=P-E , where P and E are the ratings on the 
corresponding perception and expectation statements , respectively. (PZB,1988, 

p.19). 
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2-4-2 SERVQUAL  
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Parasuraman, A., Zeithaml, V. A. and Berry, L. L. (1988, Spring). Servqual: 
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quality. Journal of Retailing, 64(1), 12-40. 
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PZB

2-4-3 1 4

SREVQUAL

5  

 
 
2-4-3  

Zeithaml, V. A., Berry, L. L. and Parasuraman, A. 1988, April .Communication and 

control processes in delivery of service quality. Journal of marketing, 52, 35-48.  
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Pitt, Watson and Kavan (1997) SERVQUAL

SERVQUAL

2000  

PZB 1991 SERVQUAL

SERVQUAL

 

1. SERVQUAL 22 6

PZB

 

2. 

2000 PZB 6.22 7

PZB (should)

(will) XX

XX  
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3. 

PZB 1994

SERQUAL

21  

4. 1991 SERVQUAL  

5. SERVQUAL (skeleton)

SERVQUAL

SERVQUAL SERVQUAL

 

 

SERVPERF  

       PZB

1999

Carman (1990) SERVQUAL
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Cronin & Taylor (1992)

SERVPERF  

1. SERVQUAL P - E  

2. SERVQUAL I P E  

3. SERVPERF P  

4. SERVPERF I P  

SERVPERF

SERVQUAL 22

SERVPERF

Cronin & Taylor

SERVPERF SERVQUAL

 

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). 

 

 

 (non-difference score measurement) 

    Brown, Churchill and Peter (1993) BCP
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2002

BCP

 

BCP (1993) SERVQUAL

PZB 1991 SERVQUAL

 

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). 

SERVQUAL 22

(How)

 

  

:     

BCP SERVQUAL (0.94)

(0.96) SERVQUAL

SERVQUAL  
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SERVQUAL (component 

variables) SERVQUAL

(perceptions) : SERVQUAL

SERVQUAL (perceptions)

SERVQUAL

SERVQUAL 0.79

-0.31  

BCP (1993) SERVQUAL

 

1.   

2.   

3.  

0.31 SERVQUAL

0.26 Cronin & Taylor (1992)  

0.32

SERVQUAL 0.26

0.44 SERVQUAL

0.43 SERVQUAL
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0.53

 

BCP SERVQUAL

 

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). 

BCP

SERVQUAL  

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). 

BCP

SERVQUAL

BCP

Cronin & Taylor (1992) SERPERF
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PZB SERVQUAL

2003  

 

 

SQ Performance Expectations

 

 (SERVQUAL) 

SQ  (Performance)  (Expectations) 

 (SERVPERF) 

SQ  (Performance) 

 (non-difference score measurement) 

SQ  (Performance Expectations) 

2000

(SERVQUAL)

(SERVPERF)

(SERVQUAL)
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(SERVPERF)  

1996 2000

(SERVQUAL) (SERVPERF)  

(non-difference score measurement)  

 

1. 1996  

SERVQUAL SERVQUAL SERPERF

SERVQUAL Non-Difference score

 SERVPERF

Non-Difference SERVQUAL

non-difference SERVQUAL SERVPERF  

 SERVPERF

SERVQUAL Non-Difference

SERVQUAL Non-Difference
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2. 2000  

SERVQUAL SERVPERF

NDSERQUL

457

182 39.82%

 

NDSERQUL ( =0.9386) SERVPERF ( =0.9237) SERVQUAL ( =0.9055) 

NDSERQUL EWNDSERQUL NDSERQUL

NDSERQUAL  

1. NDSERQUAL  

2. NDSERQUAL SERVPERF SERVQUAL  

3. EWNDSERQUAL EWSERVPERF

EWSERVQUAL EWSERVQUAL

EWNDSERQUAL EWSERVQUAL EWSERVPERF  

2-4-4  
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2-4-4  

/   

 
SERVQUAL SERVQUAL SERVPERF

SERVPERF  
Cronin & Taylor 
(1992, July) 

 SERVPERF SERVQUAL
 

 
SERVQUAL

non-difference score measurement  
BCP 
(1993, Spring) 
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SERVQUAL SERVPERF

 2000  
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SERVQUAL
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SERVPERF non-difference score 
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    Landon & Della Britta (1984) 2-5-1

2001  

 

2-5-1  
Loudon, L. D. & Della Britta, J. A. 1984 .Consumer concepts and 

applications. 2nd ed. . New York Mc-Graw Hill. p. 690. 

   

Lovelock & Wright (2002)

2-5-2
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2-5-2  
Lovelock C. & Wright L. 2003 . Principles of service marketing  

and management. New York : Prentice Hall International. 

ZBP (1996) SERVQUAL
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ZBP

2-5-1  

1.  

2.  

3.  

4.  

5.  

2-5-1  

 
 

 1.  
2.  
3.  
4.  
5.  

 6.  
7.  

 8.  
9.  

 10.  
11.  
12.  

 13.  

Zeithaml, V. A., Berry, L. L. and Parasuraman, A., (1996, April). 

        The behavioral consequences of service quality. Journal of  

Marketing, 60(2), 31-46. 

  PZB 1991 SERVQUAL
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2-5-2  
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1. 

 
2. 

 

1998  
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2. 
 

3.  
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1998  
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1

 
2  
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2001 4  
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135-158  

 

1. 

 
2. 

 

 

2002 12  
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5 51-64  

2.

 

2-5-2                                    
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2003   
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3. 
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PZB (1985)

BCP (1993)

 

 

 

    1996 ZBP

ZBP (1996)
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1996

1995
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( 3-1-1)

BCP (1993) (non-difference score 

measurement)  

 

 
3-1-1  
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   3-2-1
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2004 1 26 ( )  

 

2004 1

90 77

85.56%  

 

5%

95% 1.96

384 450

2004 2 1 4

30 450 410

91.11%  
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2003 PZB (1985)

2003

56 3-4-1 1993

BCP (1993) (non-difference score measurement)

A
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3-4-1  

   

1. 
reliability  

A1  
A2 :  
A3 ? 

48 
39 
30 

2. 
responsiveness  

A4  
A5 ? 

23 
52 

3. 
competence  

A6 ? 
A7 ? 

6 
7 

4.  
access  

 
 
 

A8  
A9 ? 
A10  
A11  
A12  

8 
9 
10 
1 
49 

5. 
courtesy  

 

A13 ? 
A14 ? 
A15 ? 

40 
31 
15 

6. 
communication  

A16 ? 
A17 ? 

55 
35 

7. 
credibility  

A18 ? 
A19 ? 
A20 ? 

26 
19 
11 

8. 
security  

 
 
 

A21 . .  
A22 ?  
A23 ? 
A24 ? 
A25 ? 
A26 ? 

2 
50 
41 
16 
54 
44 

9. 
understanding  

A27 ? 
A28 ? 

53 
36 
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10. 
tangibles  

A29 ? 
A30 ? 
A31 ? 
A32 ? 
A33 ? 
A34 ? 
A35 ? 
A36 ? 
A37 ? 
A38 ? 
A39 ? 
A40 ? 
A41 SPA  
A42 SPA ? 
A43 ? 
A44 ? 
A45 ? 
A46 ? 
A47 ? 
A48 SPA ? 
A49 ? 
A50 ? 
A51 ( ) ? 
A52 ? 
A53 ? 
A54 ? 
A55 ? 
A56  

27 
20 
12 
3 
51 
32 
24 
17 
45 
56 
37 
28 
21 
13 
4 
42 
33 
25 
18 
46 
47 
38 
29 
22 
14 
5 
43 
34 
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1 7  
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3-4-2  

  

 B1  

 B2  

 B3  

 

3-4-3

1 7  

 
3-4-3  

  

 C4  

 C5  

 C6  

 C7  

 C8  

 

 

ZBP (1996)

13 3-4-4 1

7  
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3-4-4  

  

 D1  
D2  
D3  
D4  
D5  

 D6  
D7  

 D8  
D9  

 D10  
D11  
D12 :  

 D13  

 
 

 

6 3-4-5  

6 3-4-5  

1.  

2. 500 3500

 

3. 
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4. 
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3-4-5  

   

1.  1    2   

2.     1 19 2 20~29  3 30~39  
4 40~49 5 50~59  6 60  

 

3.  1    2    3   

4.  

 

1    2  
3    4  

 

 

5.  

 

1    2      3           
4  5      6             
7        8  9     

 

 
 

6.  
 

1      2 ~ ( )  
3 ~ ( )    4 ~ ( )  

 5 ~ ( )  6  
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5      6  
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    1 500    2 501~1000  
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      7 3000~3500    8 3501  
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5           6  
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3-5-1 SPSS10.0

 

reliability analysis  

Cronbach’s 

 

item analysis  

   

t

F

 

factor analysis  

principal 

component

Kaiser Varimax
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descriptive statistics  

 

t t-test  

    

t  

One-Way ANOVA  

X Y

  

 

   F

Dunnett Scheff

 

Pearson’s correlation coefficients  
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regression analysis  

    

 

canonical correlation  

    Y1 Y2 …. Yn X1 X2 ….

Xn

 

cluster analysis  

   

 

discriminant analysis  

    

Press’Q  

chi-square test  
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