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! Service age

2 Service management
® Service quality

* Public trust
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! Behaviours
2 Processes
% Performances
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! Simultaneity
2 Perish ability



Sl o wiloss o lelasl 6l ol s el Letl oY1 5 st wanlie 5 wylic wiloss . og Lugalel
Lol Wy oo Y5 S5 w5 olfie (ymte ol BB g)lop o o Jlasl 5 cud Goi> )] gaue slp 5 s5ine
S8 B O e d il e s Sy pgan 0 LS (il sl 5l BB 1 0T 0 Shes 5 S e i
L3) 5 o8 0l 5wl A7 S pm k050 (Gladd porde o @lie el (sl oS LS 5 ST Sless
O oty BB el jslaie 4 Lgo (Gleas b 05> Sl ool o (VA (GSen g 500,105 LS
5,5 ailyy slacl loaS o el ez S8l 5,k 5l cdgo .l 00,5 aldlaw g ool o)l «leas o Slae
S rh (B p 08kes 5 Shjgel i o dmay b pliabl )l iie 4 il (oo caslie Dl 5he g orilsd wdy

el 0yt (gl 8 Joilid a3 Sleas
Sloss @] g Jr325 e 5 45 (63,8 Sy @ e b By o 5l Sloss ugelel cunle il gRenl
s il sgs e Sa3 5 & 5 5 3] o i Sglite e R0 byl 5 035 e S5 L
G el Bloas 50 051 o eald 1) 5 b5 Gladl 15 G a i ceo b Gleas (LSS 5 (b oo

(Yoo A L Kan g s)lo ez azgia b ol (LSS axgie Yoane

Wlous ¢ Y wylay .¥-Y
Olg (50 Cwod> popie g S0 gl 0gdh oo oolatul gouxie sla L I Dleas ¢ Lo Y oyl g lels sl
00l dumlie 43 b 4 Sloas 5 YIS sl S5y 5l (B ep) ooz 50 0,5 dwslie Sy VS LI, o

(Yooo ‘uug).ig;)bl.oé."’ 9 YU by wolay awslin:( ) Yo los Jou

Slous S 5d saYIlS
ogmnals g
Srae s @i sl slanld Sl e Sras sl @ig 9 My gl
Jolss 50 5y97e 55,1 g 150 )97 )] oy
odidg 8 =l > Sdg al B o Gl e & lie pae
Sy awlyd 5o ol i oS lie Sl 03
Gl 0,38 Sl pae oSl el
coSlle Uizl oo

! Intangibility
2 Heterogeneity
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! Process quality

2 Functional quality

® Physical quality

* Interactive quality

> Organizational quality

® Technical or outcome dimension

" Functional or process-related dimension
& What

° How
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! Consumer expectation- management gap
2 Service quality specification gap

® Service delivery gap

* External communication gap

® Expected service- perceived service gap



NS olbls )l _asd slals B35 Slo e

\ 4

pococooo > sl oyee Sleas |

7y
| b BIs
|
v

oads Shpol Cleas |

-———————— — — — — — — — — — — — —

(PSRN TR TR

) Bl £ Ll uL‘ .o

[ LS

- Ol e ol Uazil 51y a0 SIST ol

(Yool (g0 )cains BICE Jodxi 9 a9 3o Jowo (P )oylous S

SO (TR O CandS Sy o )yl (G LSTS 9 WMl VY

2 CeieS Cupae 65,0 o)l Gy (Kales Sgs JLSle Lot g 5 adgl UKD 50 CudS o poe
CatsS S pie Cawl Cods ol 0 YIS allics S (ydgl cclls walgs ol pan 4y 1, alidee MU g oo
5529y Mo b Lok 0t oolizesl g0 Slons gy oF 5l pedlode a5 o) 5 sl o galsss YIS g1,
4> g CanS i5u opl 40 syiie Yaol el g S j8 (gyibe e Sie Koo JSie b euslgs
o 00k Gy 25 (pl seges iSu (o Bl sl oy e BB Solu 4 (g e gogan idu 0 o)l oleShs
O 5SS Co ol ool ol o S el (6,500 ISl mls 4 ax g gl 4 s wnld g b osls oS
G )0 1) SedeS Cupae G165 o oS Sl (6500 Cuogad 8 (S GLSs gedge 0)l0 352y (g
OYAY ¢ gl oo azlse JSiie b g0



YU s v olbas V-V
ol 03585 S a5 Cdgo o ol 05 5 cenl 48,5 S sody slaanT s gl ol o cuaS Copoe
bcwz ol 5l S5 (oo 518 oolital 3,90 5 Wgd (oo Wy lajen jsb 4 (g Sleas o)l e S

Sloss LSy s Slods 5 0l gl Cewd ol dlols Gpme 5 ady i ohe (ol 4o & adg anlp
1) alsls o ) 0,55 090 Ayl g a5k ol il Lelol o5 @ 1T cloas o0iiS il o g sl g
crge Lok 138, 090 cnl oS 3y 5 09y G5 b Bl 00 (5 890 Canas o gale 5108 o o)l o

Dg oo Wy gl Ceds idu il 0 g al walesu suiS axxlie cols,
ain 5 553l Ugo Sloss 1 eenl YIS CuiS romin 51 5 odumn sl Slosd CuiS i Yoo
o e YIS sl Glg5 (oo 6y gt b pogas 250 50 (rlnly s wa (2l (86 g 3l
Sl y 3o dgm SG l ggiie g daaie (b i Cas iz Sumdy (Sgs A 0 &S > 50 )5 s
Sl g adl gng; (2lelss b Slead omiw Jlre (reti B 09D (o0 crge ;K00 (5m 3 Dglite 5 (555LsS

Sposs g (i j8 gegan i Bl S 4 el CoaS Co o

H90 S 5O (5 ye Ly AT JSieo Y-V

e 4y gll Jaol 51 55 slo Caslsz )0 g o oS0y &y azgi 5 (5o (gl ol B Comnl (ioaS o e o
4 4yl 5 (i S 4 a2y (g GiSu 0 el Y1055 5 YL el 1 (g iy yed oS 5 s g il e
lolojbo )18 2925 (Solite Glealluns 3550 (nl )3 5 Sl ouis Jlaiz JI5 (95 emss (o0 St (5 4
3 097 e 728 Ol yhie 4y S ()l0 (Slag3S 093 Jad Db g e (b e 4y S S ogdle (9o
4B el Bl el 1y 095 s ot 5 Slojls Sl (Sas 108 atis agate 5 Jots
95 Slelosl 5o st o Sl ASe ool habnis 30 s 5 editns e oyt S & S 75
RS (55 T

53 9)90 a5 (Fload 5550 13 (poye dsle g (g s 4dS) et 2 5 oled b iie 5 pediiee Ol de Glee
U9 G 50 CoheS dllae 4SS cpl G0l 0gzg (g OlAT 5 )l ey el (e laig el (soled
ol Ll VL ca S L Sleas wilys  co puiinn BaisS colaiwl odgo Lisu jo o lai Ced b ol adal,
50 090 Bho Oleas lp b an e Plas able HBaies Sl g dxel> o3l pges a5 > o0 0,5 )18
ol oleas gl gete ol degeme (5o Sllesle Sl AL Clizl 098 95 al G A (mdy iz
Solay 5 Dlead dawi g ga pl e Jglate Dladgy g Ol jUail a5 wuST o ALl laig e 3l Sumie oleRg S
Oz 50 0ed Llgdo jlews £8L 0 Dleas 550 0 oile g axdlas 09l o del BN S Cwas slalBass

s Jgua 28 ‘;ougﬁwl Gl dluse ()b yiie (g5l g Cols, s>

Y.



Cdgo jo b uslyd g b old (ygy8 wusSE Y-V
iy oo o ol | 1aols (g5 9 098 (o0 AL Lo Al g lasls (9,0 petas Mol § 09t 2 oS o e 5o
plas ;o a5 0w oo obul 1) Mt los o 0] 3 g ools (9,0 o dxgd Ugo pllas jo a5 cubls axg5 WL G
el Bas ool wgw & Ban azg S1 pogas (i3 )0 05l e ezs a laols (g azg pogat i
Jgol 208 alplis 051 (o0 0925 4 Baa olule oo (go Gisw 5o ols (j50 5 b anlp p azg WS e
Capde Jool b ISt g 5l 5 o walese o jele (gd 5 )9 (pogat it S 4 CulS Cape

SF 0B o )0 S e (g0

‘52.‘5.)@" ).9 M ¥-v

s Lls » Cupae al aagi sd @Bly wde iz (oo iSu 0 wlg el (e Djge 4 CedS o pde
Sl s ol gy g b ol 3 Aol 5 35 16 (gl g po e dole 4 dx gl Gl @ patias (b i Ol Al
Co e 3,5 aS die (69)lg0 das “;,.mjs L_,’_;}i@ls 5 £95 b a S 8 SLSS poy g mls 4 axgs
Wl o0 axlge JSie b sdgo e o) coas

Dgb hows g it g (Heo o pae bl

G5 Al g Sy A
walizes o Cuwl ouls plxil Sloas CodS iomiw lp By, (py cwlie 8L e ool olibss
QA as doliius y CJB o Boes b Jow ol il coged &)l loas coaS Sb5)1 slp $550sS sl

3k oo 1559 Joo Dlons C0dsS 2Ll Joe (i gly 9 sl st oo eSS Sleas 0l i alws
Ol Wl g sl oo 5)ly Jow cpl &y Slolasl 5 ol ! laixe S (ggm 5l 58S (JlsS gm0l &l) oyl 5
il 00,8 il 53 J19S gm0 s 4 (30l ) So a8 caidls (VARF) j5ls g S (ggm 1) Slolal 5 g9
g ol 0uls &l)) Cens CaaST Sbyl Glp Lo Gy e Olojle (28 o Slee a5 w5 ls ousde jols 5 oyl S
g ciliee Jaw b 5l eolainl b leol cpl Sl31 6l p sl cadls Lo codS sopie j0 wls |y (6 it ol )Ua]
By pogde (pl (65 ol 4 Dleas coaST bl sl

Sz 3l gl Al — oulls S8l o Crons (6 e bliiul =6 i Hla 5l Ceons coalS

P98 (o0 03 IS Cwead CodS s sl Slp ) Bhie Sle 2 &5 Ggise SIS S

[cwas 5l gl JUaml = 28b 50 Cwas 5l (6 i blawl] e 1o Casal (e =6 yiie Ha5 5| Coas CoS

AR



18,5 03Il |y Caeas CoheS g5 (a5 ey L AT gy Jaa

(ooisS ad e ylosls 0, Khasdonds il o Casdd 5l (6 e bliiul = ¢ yidin L5 5| Conss oS

WS (oo A g alal) L) Cead oS aS (9590 Bgpe S

150 Glojles o Shae) 850 Ceoas 5 (5 tie blatulliren] o ool lie = (g i, 5 Caoss CoiS
[(eans

il a8 Wl ails J1sS g Joe & Sl 55 (V387 Jsr 5 esSLL 5 (VAAT) e (ypmad (5,500 e
i)l $lr cmlie @ lpl DLl a0 con ail 00,5 gls JIgSg e Jae 5l 55 ol 9 s cplelyolil
3ok @B 8590 i) Glizmen pine g Glimebl LB lajlpl dnngs 5 sl aid i (LG Sleas cods
D5y (50 sled 4 ladoe

Sl gods 5,80 oy 2T g ABlg (6 i glulid (Do ConS Az 0 ot sl p8 gl ¢jslaie (pl T
Gl sl (gan P 5o 0503 et 1) (sytie Sl il (il (oo g 095 (o0 WLyl ) 4 &S
S5 I 5l Gl 058 (o0 Pk Dleas CulsS it ln sl adsl Il ol el g (o ds (5 e
B ygo ,0 090wl (6,05 ol iy, €80 5 Como aF Sl p3Y g o Co ¥ oLl sl )l
oolaiwl Cuond CoaS Sgups o oy Slulil gl 6,05 ojlasl 5l ols bl 5 les e i By, 09 sleis]
el o0 0ls L VS 4o IS wgy ol o,

! Servperf

Yy



> Jyame i g £92) QL) alalid

v

g7, 2yl ol o aws 5 ololis

v

gz, bl

'

(s a5 5l Jalge ol g digad ojlasl Jalis) ot Hhai (gl,l doli (2905

e 2y 5 2L 5 SIILT

el )l‘))Pﬁ

ey 2yl slojls Coeal az o poas

v

g9, Shlasl ply o cwad o Slee SIS Ldow

v

Sgute Sl 8 (G et lwlil g SISL Ll

Glous CadS o Joo (o bwlils 591 :1(V)oylods ST

Yy




B sl g 2l

e Slii g (igel 35 e (Ol seges GRS 0 Slend CohS i (OTAY) (2L 5 Sy
Oyl

b olF Glnl e dexsslae (s tde S rlwad o pae (ATAY) 010 5 b (gamle
ol Shlasil:ples (Jsl ol

g s ol LAt wloas kS o e (N FAT S gmmne ¢ JosS g L) ds ecypoly pms

F80 ol i ol vgle g gl dese S a5 (Oleas glul oS can (Ve VST (5,90
J Sl ATA: (S b la gl

e Dlighos g (30l 3550 5 (sages Ui 0 Slesd CudS Copse (VTA s (L,
AYAY

oyl ¢ s Cupae alme ((Hgo GiZu o melr CohS o pae 38 LSS (VYA )Gage (Sl
OF-00

13 Sl kS 3,505, b BN Caad 50 50 Sloss (g3le 8, lailial anl 3 (VYA LS pule ol
K0 o lods gl Jgo 4 725 ¢ s iy

Slodd dansge 1015 (S8 5 Sl slalpl 5518 CelS o pae (ITAT) G Sen 5 (600
ey Pl by (San )8

Cato gogar 5 gd sla o8 b Dleas CoaS awnlis (VYAR) ST 5 (cogllie tgage ( BS aii>
¥ oyleds VY Lo cdios Cnis oz — ok aulilad o)l o das

Sl 35 bo g b

Gronroos, Ch.(2000), Service management and Marketing, John Wiley & Sons Ltd.

Davis, M. M and Jahelle, H.(2003), Managing service: using technology to creats value,

New York.

3. Fitzsinmons, J & Fitzsinmons, M(2001), Service management: operation strategy and

information technology(3th ed), McGraw-Hill.

4. Evans, J & Lindsay, W(2001), The management and control of quality, South-Western:

Thompson Learning.
5. Peeler, G(1996), Selling in the quality era black well business, USA.

v¢



10.

11.

12.

13.

14.

15.

16.

17.

18.

19.

20.

Harrison, T(2000), Financial services marketing, Prentice, John Britain.

Parasuraman, A(1991), understanding customer expectations of service, Sloan
Management Review, Vol. 32, No. 3.

Fecikova, K(2004), An index method for measurement of customer satisfaction, The
TQM Magazine, Vol. 16, No. 1.

Donnelly, M & et. Al (2006), Assessing the quality of police services using SERVQUAL,
Policing: An International Journal of Police Strategies & Management, Vol. 29, No. 1, pp.
92-105.

Brysland, A and Curry, A.C(2001), Service improvement in public services using
SERVQUAL, Managing Service Quality, Vol. 11, No. 6, PP. 389-401.

Carrillat, F. A, Jaramillo, F., Mulki, J. P.(2007), The validity of the SERVQUAL and
SERVPERF scales: A meta-analytic view of 17 years of research across five continents,
International Journal of Service Industry Management, Vol. 18, No. 5.

Lai, F., Hutchinson, J., Li, D., Bai, Ch.(2007), An empirical assessment and application of
SERVQUAL in mainland China’s mobile communications industry, International Journal
of Quality & Reliability Management, Vol. 24, No. 3, PP. 244-262.

Pakdil, F., Aydin, 0.(2007), expectations and perceptions in airline services: an analysis
using weighted SERVQUAL scores, Journal of Air Transport Management, Vol. 13, No. 4,
pp. 229-237.

Roses, L. K., Hoppen, N., Henrique, J. L.(2009), Management of perceptions of
information technology service quality, Journal of Business Research, Vol. 62, No. 9, pp.
876-882.

Fuzzy application in service quality analysis: an empirical study, Expert Systems with
Applications, Vol. 38, No. 5.

Landrum, H., Prybutok, V. R.(2004), A service quality and success model for the
information service industry, European Journal of Operational Research, Vol. 156, No. 3,
pp. 628-642.

Yu, L., Hong, Q., Gu, S., Wang, Y.(2008), An epistemological critique of gap theory based
library assessment: the case of SERVQUAL, Journal of Documentation, vol. 64, No. 4,
pp.511-551.

Donnelly, M., Kerr, N., Rimmer, R., Shiu, E. M.(2006), Assessing the quality of police
services using SERVQUAL, Policing: An International Journal of Police Strategies &
Management, Vol. 29, No. 1, PP. 92-105.

Kumar, M., Kee, F. T., Manshor, A. T.(2009), Determining the relative importance of
critical factors in delivering service quality of banks: an application of dominance
analysis in SERVQUAL model, Managing Service Quality, Vol. 19, No. 2, PP. 211-228.
Ladhari, R.(2009), A review of twenty years of SERVQUAL research, International Journal
of Quality and Service Sciences, vol. 1, No. 2, PP. 172-198.

Yo



21. Baki, B., Basfirinci, C. S., Ar, L. M., Cilingir, Z.(2009), An application of integrating
SERVQUAL and Kano’s model into QFD for logistics services: a case study from Turkey,
Asia Pacific Journal of Marketing and Logistics, Vol. 21, No. 1, PP. 106- 126.

¥



