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Introduction

Services are taking on increasing importance
both domestically and internationally. In
today’s changing global environment, many
businesses are facing intensifying competition
and rapid deregulation, and in order to
achieve competitive advantage and efficiency,
businesses have to seek profitable ways to
differentiate themselves. One strategy that has
been related to success is the delivery of high
service quality, especially during times of
intensive competition both domestically and
internationally (Rao and Kelkar, 1997). This
concept has been the subject of many concep-
tual and empirical studies, and it is generally
accepted that quality has positive implications
for an organisation’s performance and com-
petitive position. However, despite the vast
amount of research done in the area of service
quality, quality related issues have received
little research attention within the hospitality
context (Harrington and Akehurst, 1996).
Further, authors of studies conducted on
quality in the service industries have also
expressed concern regarding the quality
dimensions in hotels and, in particular, with
methods used to measure customer percep-
tions of hotel service quality (Johnston et al.,
1990).

As service quality is becoming a major part
of business practice, it is important to be able
to measure and research its effectiveness. The
purpose of this paper is to examine the differ-
ent dimensions of service quality and deter-
mine which dimensions best predict overall
service quality in the hospitality industry by
applying a modified version of SERVQUAL
(Parasuraman et al., 1988). This kind of
information has practical implications for
managers of hotels as they can direct their
resources to improving weak service dimen-
sions and to refining their marketing efforts so
that customer expectations are met by the
service delivered.

Early research on quality
From the review of literature on quality, it has
been found that early research efforts concen-
trated on defining and measuring the quality
of tangible goods and products, while the
seemingly more difficult services sector was
ignored. Gronroos (1990) has noted that
product quality was traditionally linked to the
technical specifications of goods, with most
definitions of quality arising from the 

136

Managing Service Quality
Volume 9 · Number 2 · 1999 · pp. 136–143
© MCB University Press · 0960-4529

Research and concepts
Analysing service
quality in the
hospitality industry

Amy Wong Ooi Mei Alison M.
Dean and Christopher J. White

The authors
Amy Wong Ooi Mei is an Honours Student, 
Alison M. Dean is a Lecturer in Management and
Christopher J. White is a Lecturer in Tourism, all based at
Monash University, Churchill, Victoria, Australia.

Keywords
Australia, Hospitality industry, Measurement, 
Service quality

Abstract
Examines the dimensions of service quality in the hospital-
ity industry by extending the SERVQUAL scale to include
eight new items that specifically pertain to the hospitality
industry, subsequently referred to as HOLSERV. A total of
1,000 questionnaires were distributed at five mid-luxury
hotels in Australia during July to October 1998 and a
response rate of 15.5 per cent achieved. Key findings of
the study are that service quality is represented by three
dimensions in the hospitality industry, relating to employ-
ees (behaviour and appearance), tangibles and reliability,
and the best predictor of overall service quality is the
dimensions referred to as “employees”. The findings also
show that the one-column format questionnaire provides
a valid and reliable, but much shorter, survey. The major
implication for managers is that improvements in the
behaviour and appearance of their employees is most
likely to enhance consumer perceptions of service quality.
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manufacturing sector where quality control
has received extensive attention and research.
Conversely, Crosby (1979) defined quality of
goods as “conformance to requirements”;
Juran (1980) defined it as “fitness for use”;
while Garvin (1983) measured quality by
counting the incidence of “internal” failures
(those observed before a product left the
factory) and “external” failures (those
incurred in the field after a unit had been
installed). These product-based definitions of
quality may be appropriate to the goods-
producing sector, however, knowledge about
the quality of goods is insufficient to under-
stand service quality (Parasuraman et al.,
1985).

Service quality in the hospitality industry
Services are generally described in terms of
four unique attributes, namely:
(1) intangibility;
(2) heterogeneity;
(3) inseparability; and 
(4) perishability

(Bateson, 1977; Lovelock, 1981; Gronroos,
1990; Zeithaml and Bitner, 1996). In the
hospitality industry, other attributes, such as
imprecise standards and fluctuating demand
have been identified and further complicate
the task of defining, delivering and measuring
service quality. For example, while firms in
the hospitality industry have established
policies, rules and procedures to govern the
standardisation of their product, many
aspects of service quality do not lend them-
selves to standards. Quality aspects such as
“friendliness”, “helpfulness” and “politeness”
are likely to be interpreted differently by
various guests and are assessed subjectively.

Moreover, demand for service in the hospi-
tality industry is generally clustered around
peak periods of the day or year, such as check-
out time or holiday season (Sasser et al.,
1978) and these peaks create an environment
which make it difficult to provide consistent
service quality.

Measuring service quality
One of the most widely used instruments to
measure service quality is the SERVQUAL
scale developed by Parasuraman et al. in
1985, and then refined in 1988 and 1991.
The model on which SERVQUAL is based
proposes that customers evaluate the quality
of a service on five distinct dimensions:

(1) reliability;
(2) responsiveness;
(3) assurance;
(4) empathy; and
(5) tangibles

and that service quality is the difference
between a customer’s expectations and per-
ceptions of the quality of a service. In order to
operationalise this model, the authors devel-
oped 22 items that were designed to capture,
in two separate columns, customers’ percep-
tions and expectations of a service on those
dimensions, making a total of 44 questions in
all.

Despite SERVQUAL’s wide usage by
academics and practicing managers in various
industries, across different countries, a num-
ber of studies have questioned the conceptual
and operational base of the model (Babakus
and Boller, 1992; Carman, 1990; Teas,
1994). More specifically, these studies have
failed to confirm the five dimension structure
across different industries. For example, a
study conducted in the hospitality industry
reported five dimensions of service quality,
and these differed from those in SERVQUAL
(Saleh and Ryan, 1991). These findings
suggest that further customisation of the scale
for the hospitality industry is necessary. 

To address concern about the soundness of
using a perceptions minus expectations score,
researchers have combined the expectations
and perceptions scores into a single measure.
They subsequently found the reliability and
validity of this single measure superior to the
score based on the difference method
(Babakus and Boller, 1992; Brown et al.,
1993). In 1991, Parasuraman et al. published
their own one-column scale format which cuts
the questionnaire size in half and reduces the
time required for completion (Bouman and
Van der Wiele, 1992), thus minimising the
likelihood of response error.

Aims of the study
The specific aims of the study are to:
(1) test the reliability and validity of a 

customised SERVQUAL scale; 
(2) establish the number of dimensions of

service quality in the hospitality industry;
and

(3) determine which dimension is the best
predictor of overall service quality.

In order to distinguish between the revised
SERVQUAL (Parasuraman et al., 1991) 
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and the version customised for this study, 
the latter will now be referred to as
HOLSERV.

Methodology

Development of the HOLSERV scale
The definition of service quality adopted in
this study, is “the degree of discrepancy
between customers’ normative expectations
for the service and their perceptions of the
service performance” (Parasuraman et al.,
1988, p. 17). Thus the study pursues hotel
guests’ perceptions of the quality they receive,
compared to their expectations in a one-
column format (Table I).

Modification to suit the hospitality setting
resulted in changes to some existing items, the
inclusion of new items and deletion of items
(see Appendix). For example, an original
assurance item: “Guests feel safe in their
transactions with employees”, an item that
was felt to be confusing because of the unclear
meaning of “transactions”, was replaced by
“Guests feel safe in the delivery of service”. In
addition, a new item, “Guests feel safe and
secure in their stay” was included in the 
questionnaire, as security is regarded as an
important issue in a hotel stay. In all, eight
items were either modified or added to the
original SERVQUAL scale, and three items
were deleted, leaving a total of 27 items in
final scale. 

As shown in Table I, the items in the 
questionnaire were measured on a seven-
point scale ranging from “completely failed to
meet my expectations” to “far exceeded my
expectations”, consistent with the earlier work
of Parasuraman et al. (1991). In addition, a
separate overall service quality measure that
used a single rating ten-point scale (1 = very
poor, and 10 = excellent) was included to
enable identification of the best predictor of
overall service quality.

The sample
A total of 1,000 questionnaires and covering
letters were distributed to guests of five hotels
in Australia, ranging in standard from three to
five stars. The recruitment process for this
study took place for a duration of four
months, from July to October 1998. A sample
size of 155 participants was collected, repre-
senting a response rate of 15.5 per cent which
compares favourably to other hospitality
studies (Barsky and Huxley, 1992; Danaher
and Haddrell, 1996). 

The participants of this study are predomi-
nantly business travellers, as 72 per cent of the
respondents described the purpose of their
visit as being a business trip. Thirty-two per
cent of the respondents were female, and
most of the respondents were between 41 and
50 years of age. Forty per cent of the respon-
dents in this study were staying for one night,
43 per cent for two to three nights, and 17 per
cent for more than three nights. Finally, 28
per cent of the respondents were new 
customers who have not stayed at the 
hotel before, while 71 per cent are repeat
travellers.

Results

Reliability of the HOLSERV scale 
Using the approach of Hunter and Gerbing
(1982), confirmatory analysis is performed to
establish reliability. In the confirmatory
process, the authors outline three tests that
must be conducted to accomplish this task:
internal consistency, parallelism and reliabili-
ty. To test for unidimensionality-internal
consistency, the individual items and their
respective SERVQUAL dimensions are 
correlated. Next, to test for parallelism, each
of the five SERVQUAL dimensions are 
correlated with the other dimensions. Finally,
the coefficient alpha of each SERVQUAL
dimension was tested separately to assess the
reliability of the scale. Table II shows the
reliability and correlation coefficients for 
the extended SERVQUAL (HOLSERV) 
scale using the established generic dimen-
sions.

The item-dimension correlations for each
of the five dimensions are relatively tight as
required by the unidimensionality test
(Hunter and Gerbing, 1982). With the excep-
tion of tangibles, the other four dimensions
pass the parallelism criterion, based on the
average correlation among them. Finally, the

Table I An example of the one-column format questionnaire

Completely
failed to meet Far exceeded

expected service my expected
level service level

1 When Hotel XYZ promises to 
provide a service, it does so 1 2 3 4 5 6 7
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alpha value for the total index is high, while
the reliability coefficients (alpha levels) for the
five dimensions exceed the 0.70 cut-off 
recommended by Nunnally (1967). The high
alpha values indicate good internal consist-
ency among the items, and the high alpha
value for the overall scale indicates that the
convergent validity of HOLSERV is met
(Parasuraman et al., 1991). In view of the
above figures, the reliability of the instrument
is established. 

Dimensions of service quality in the
hospitality industry
To explore the dimensions of quality in the
hospitality industry, a factor analysis was
performed and the results subjected to 
varimax rotation. Factors with eigenvalues
greater than one have been extracted. The
general pattern of loadings is shown in 
Table III, which suggests that, in this study,
three factors emerge as dimensions of service
quality in the hospitality industry, and that
two of these are similar to the SERVQUAL
model.

The structure shown in Table III explains
67.74 per cent of the variance in service 
quality with employees (factor 1) accounting
for 53.29 per cent of the total variance. Also,
factor 1 contains 13 of the 27 items from 
the scale (48 per cent). A summary of the
essential content of the dimensions of service
quality in hospitality is shown in Table IV.

As seen in Table IV, factor 1 has been
named “employees’ as it includes items that
are specifically related to the behaviour and
appearance of employees. Based on the factor
analysis, these elements appear to be particu-
larly important contributors to service quality
evaluation in the hospitality industry. How-
ever, to further investigate this assumption,
regression analysis was used to explore the
best predictor.

Predictors of overall service quality in
the hospitality industry
Table V shows the results of an analysis in
which the service quality dimensions were
used as independent variables in a regression
against a separate measure of overall service
quality. The results F (3,155) = 48.47, 
p < 0.000, are significant with the largest T
and beta value found for employees (factor 1),
followed by tangibles (factor 2) and reliability
(factor 3). Therefore, the best predictor of

Table II Reliability and correlation coefficients of the HOLSERV scale

Number of Item-dimension Dimension-dimension Reliability
Dimension items (range) (average) (alpha)

Reliability 4 0.59-0.89 0.73 0.88
Responsiveness 4 0.59-0.92 0.77 0.91
Assurance 6 0.54-0.91 0.80 0.93
Empathy 4 0.51-0.90 0.75 0.89
Tangibles 9 0.41-0.82 0.65 0.90
Combined scale – – 0.97

Table III Rotated component matrix – service quality

1 2 3

REL1 0.408 0.613
REL2 0.702
REL3 0.792
REL4 0.406 0.684
RES1 0.460 0.649
RES2 0.661 0.431
RES3 0.819
RES4 0.767
ASS1 0.753
ASS2 0.683 0.467
ASS3 0.445 0.427 0.493
ASS4 0.770
ASS5 0.681 0.412
ASS6 0.709
EMP1 0.851
EMP2 0.823
EMP3 0.796
EMP4 0.662
TAN1 0.773
TAN2 0.835
TAN3 0.540 0.512
TAN4 0.788
TAN5 0.728
TAN6 0.683 0.476
TAN7 0.651
TAN8 0.550
TAN9 0.521

Note: Rotation converged in seven iterations; items with values less
than 0.4 were excluded
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overall service quality consists essentially of
the responsiveness, assurance and empathy
items as they relate to employees. 

The implications of the above result 
suggest that managers of the hotels should
concentrate their efforts on improving the
items in employees (factor 1), which consists
more of the functional aspects of service
quality (how it is done) rather than the techni-
cal aspects (what is done). In doing so, the
hotels should allocate resources to the training
of employees, so that employees will feel
confident and able to provide prompt,
personalised and caring service to guests. In
addition, in order to meet guests’ individual
needs, employees should be empowered to
operate outside standard procedures of the
hotel. Finally, another important aspect is the
appearance of employees as guests clearly
expect them to be clean, neat and appropri-
ately styled. 

The tangibles dimension is also a signifi-
cant predictor of overall service quality and
this implies that managers of the hotels should
ensure that their hotel is appealing and attrac-
tive, with up-to-date, clean and comfortable
equipment, fixture and fittings. Furthermore,

it should reflect the image and price range of
the property. This implication is supported by
a study conducted by Knutson, Stevens,  et al.
(1992), which found that guests expect 
up-to-date equipment such as key cards,
computerised accounting and fast, efficient
elevators. 

Implications and recommendations for
managers

For hotels that are consistent with the sample
in this study, the following recommendations
are proposed:
• The use of the one-column customised

format of SERVQUAL, referred to as
HOLSERV, is recommended.

The one-column format question-
naire has overcome some problems
associated with operationalising the
SERVQUAL instrument, HOLSERV,
has produced a reliable and robust
instrument specifically for the hospitali-
ty industry. Finally, the HOLSERV
scale is a shorter, more user-friendly
version of SERVQUAL. 

• While the HOLSERV scale is a short and
reliable version of SERVQUAL, it should
only be applied as appropriate.

This study has demonstrated that, for
the sample of participating hotels,
HOLSERV is reliable and applicable.
However, questions about the generaliz-
ability of the scale mean that it should be
applied with some caution. That is,
managers of hotels should bear in mind
the type of hotel and the range of facili-
ties available. The questionnaire in this
study caters for three to five star hotels
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Table IV Dimensions of service quality in the hospitality industry

Factor Elements from SERVQUAL Main emphasis

Employees Responsiveness (3) Prompt service, willingness to help, confident
(factor 1) Assurance (5) in the delivery of service, polite, knowledgeable,

Empathy (4) skilful, caring, understanding, sincere, neat and
Tangibles (1) professional employees

Tangibles Tangibles (8) Modern-looking equipment, fixtures and 
(factor 2) fittings, appealing facilities and materials, 

comfort, cleanliness, user-friendly equipment
and facilities, variety in food and beverages,
operation of services at a convenient time

Reliability Reliability (4) Keeping promises, accurate and timely service,
(factor 4) Responsiveness (1) safe and secure stay

Assurance (1)

Table V Results-regression analysis, overall service quality against the
dimensions of quality

Standardised
coefficients

Model beta t Significance

1 (Constant) 101.758 0.000
Employees 0.551 8.796 0.000
Tangibles 0.422 6.709 0.000
Reliability 0.313 4.975 0.000

Note: Dependent variable – overall service quality
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and as such items in the questionnaire
are designed to cover facilities such as
restaurants and lobby, as well as equip-
ment such as television and sofa. Hence,
managers of other types of hotels might
consider further modification or dele-
tion of items in order to customise the
questionnaire for their guests. 

• Assessment of service quality should be
based, as a minimum requirement, on
dimensions scores.

This study indicates that managers
will get much more useful data if they
base their assessment of service quality
more explicitly on dimensions scores,
rather than a general overall score where
results are aggregated. Dimensions
scores, and the items within dimensions,
give very useful information about
aspects of service that can be specifically
targeted for improvement, and use of
these scores is likely to result in more
appropriate decision-making. The
management of the various dimensions
must be tailored to the key items for a
particular dimension, rather than one
strategy being broadly applied across the
whole dimension.

• Managers of hotels should supplement the
HOLSERV scale with additional qualita-
tive research.

Finally, to uncover the causes under-
lying the key problem areas identified in
this study, managers of hotels should
supplement the refined HOLSERV
scale with additional qualitative research
such as in-depth interviews or focus
group discussions. In this case,
HOLSERV should be treated as a useful
starting point, and not the final answer
for assessing and improving service
quality. 

Directions for future research

Future research could consider whether the
factor structure proposed in this study is valid
in other classes of accommodation, such as
caravan parks, bed and breakfast, motels as
well as resorts. In addition, future research
may also look at whether the perceived service
quality levels differ by countries. This study
was conducted solely in Australia, and the
findings are somewhat different to findings
from studies conducted in Canada (Saleh and

Ryan, 1991) and the USA(Knutson et al.,
1990). 

Conclusion

This study has contributed to knowledge
about the service quality construct in the
hospitality industry in Australia by refining
and developing the existing SERVQUAL
scale. The findings suggest that there are three
dimensions of service quality:
(1) employees;
(2) tangibles; and 
(3) reliability 

and that the employees dimension emerged as
the best predictor of overall service quality.
Additionally, these findings have demonstrat-
ed that the HOLSERV instrument is suitable
for use by managers in the hospitality indus-
try, so that they can confidently design service
strategies that meet guests’ expectations.
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Appendix. Modifications of the SERVQUAL scale

No. Basic wording Origin Grouping

REL1 Promises to provide a service and does so SERVQUAL Reliability
REL2 Shows dependability in handling service problems SERVQUAL Reliability
REL3 Performs the service right the first time SERVQUAL Reliability
REL4 Provides services at the time it promises to do so SERVQUAL Reliability
RES1 Tells guests exactly when the services will be performed SERVQUAL Responsiveness
RES2 Gives prompt service SERVQUAL Responsiveness
RES3 Always willing to help SERVQUAL Responsiveness
RES4 Never too busy to respond to guests’ requests SERVQUAL Responsiveness
ASS1 Instils confidence in guests SERVQUAL Assurance
ASS2 Guests feel safe in the delivery of services Customised Assurance
ASS3 Guests feel safe and secure in their stay New Assurance
ASS4 Polite and courteous employees SERVQUAL Assurance
ASS5 Have the knowledge to answer questions SERVQUAL Assurance
ASS6 Have the skill to perform the service New Assurance
EMP1 Gives individual attention SERVQUAL Empathy
EMP2 Deals with guests in a caring fashion SERVQUAL Empathy
EMP3 Has guests’ best interests at heart SERVQUAL Empathy
EMP4 Understands guests’ specific needs SERVQUAL Empathy
TAN1 Equipment, fixtures and fittings are modern looking SERVQUAL Tangibles
TAN2 Facilities are visually appealing Customised Tangibles
TAN3 Neat and professional employees SERVQUAL Tangibles
TAN4 Materials are visually appealing SERVQUAL Tangibles
TAN5 Fixture and fittings are comfortable New Tangibles
TAN6 Equipment and facilities are easy to use New Tangibles
TAN7 Equipment and facilities are generally clean New Tangibles
TAN8 Variety of food and beverages meet guests’ needs New Tangibles
TAN9 Services are operated at a convenient time SERVQUAL Tangibles

D
ow

nl
oa

de
d 

by
 U

ni
ve

rs
ity

 o
f 

M
on

ta
na

 A
t 0

6:
02

 1
4 

D
ec

em
be

r 
20

14
 (

PT
)



This article has been cited by:

1. Ming-Lang Tseng, Yuan Hsu Lin, Ming K. Lim, Benito L. Teehankee. 2014. Using a hybrid method to evaluate service
innovation in the hotel industry. Applied Soft Computing . [CrossRef]

2. Achilleas Kontogeorgos, Dimitrios Tselempis, Stamatis Aggelopoulos. 2014. Measuring service quality of the Greek Ministry
of Agriculture. Measuring Business Excellence 18:4, 54-64. [Abstract] [Full Text] [PDF]

3. Seyedvahid Najafi, Saber Saati, Madjid Tavana. 2014. Data envelopment analysis in service quality evaluation: an empirical
study. Journal of Industrial Engineering International . [CrossRef]

4. Mustafa Koyuncu, Ronald J. Burke, Marina Astakhova, Duygu Eren, Hayrullah Cetin. 2014. Servant leadership and
perceptions of service quality provided by front-line service workers in hotels in Turkey. International Journal of Contemporary
Hospitality Management 26:7, 1083-1099. [Abstract] [Full Text] [PDF]

5. Jin-Soo Lee, Choong-Ki Lee, Chang-Kyu Park. 2014. Developing and validating a multidimensional quality scale for mega-
events. International Journal of Hospitality Management 43, 121-131. [CrossRef]

6. Edwin N. Torres. 2014. Deconstructing Service Quality and Customer Satisfaction: Challenges and Directions for Future
Research. Journal of Hospitality Marketing & Management 23, 652-677. [CrossRef]

7. Olgun Kitapci, Ceylan Akdogan, İbrahim Taylan Dortyol. 2014. The Impact of Service Quality Dimensions on Patient
Satisfaction, Repurchase Intentions and Word-of-Mouth Communication in the Public Healthcare Industry. Procedia - Social
and Behavioral Sciences 148, 161-169. [CrossRef]

8. Veljko Marinkovic, Vladimir Senic, Danijela Ivkov, Darko Dimitrovski, Marija Bjelic. 2014. The antecedents of satisfaction
and revisit intentions for full-service restaurants. Marketing Intelligence & Planning 32:3, 311-327. [Abstract] [Full Text]
[PDF]

9. Ibrahim Taylan Dortyol, Inci Varinli, Olgun Kitapci. 2014. How do international tourists perceive hotel quality?. International
Journal of Contemporary Hospitality Management 26:3, 470-495. [Abstract] [Full Text] [PDF]

10. Ibrahim Giritlioglu, Eleri Jones, Cevdet Avcikurt. 2014. Measuring food and beverage service quality in spa hotels.
International Journal of Contemporary Hospitality Management 26:2, 183-204. [Abstract] [Full Text] [PDF]

11. A. Scott Rood, Joanna Dziadkowiec. 2013. Cross Cultural Service Gap Analysis: Comparing SERVQUAL Customers and
IPA Mystery Shoppers. Journal of Foodservice Business Research 16, 359-377. [CrossRef]

12. Hung-Che Wu, Yong Jae Ko. 2013. Assessment of Service Quality in the Hotel Industry. Journal of Quality Assurance in
Hospitality & Tourism 14, 218-244. [CrossRef]

13. Rosalynn Dinnen, Ahmed Hassanien. 2013. Handling Customer Complaints in the Hospitality Industry. International Journal
of Customer Relationship Marketing and Management 2:10.4018/IJCRMM.20110101, 69-91. [CrossRef]

14. Amjad A. Abu‐El Samen, Mamoun N. Akroush, Bayan N. Abu‐Lail. 2013. Mobile SERVQUAL. International Journal of
Quality & Reliability Management 30:4, 403-425. [Abstract] [Full Text] [PDF]

15. Muslim Amin, Zatilaziya Yahya, Wan Faizatul Aniza Ismayatim, Siti Zaroha Nasharuddin, Emilia Kassim. 2013. Service
Quality Dimension and Customer Satisfaction: An Empirical Study in the Malaysian Hotel Industry. Services Marketing
Quarterly 34, 115-125. [CrossRef]

16. Aleksandra Grobelna, Barbara Marciszewska. 2013. Measurement of Service Quality in the Hotel Sector: The Case of
Northern Poland. Journal of Hospitality Marketing & Management 22, 313-332. [CrossRef]

17. Veljko Marinković, Vladimir Senić, Milan Kocić, Srđan Šapić. 2013. Investigating the Impact of SERVQUAL Dimensions
on Customer Satisfaction: The Lessons Learnt from Serbian Travel Agencies. International Journal of Tourism Research 15,
184-196. [CrossRef]

18. Victor Lorin Purcărea, Iuliana Raluca Gheorghe, Consuela Mădălina Petrescu. 2013. The Assessment of Perceived Service
Quality of Public Health Care Services in Romania Using the SERVQUAL Scale. Procedia Economics and Finance 6, 573-585.
[CrossRef]

19. Ming-Lang Tseng, Yuan-Ho Chen, Yong Geng. 2012. Integrated model of hot spring service quality perceptions under
uncertainty. Applied Soft Computing 12, 2352-2361. [CrossRef]

20. Nien-Te Kuo, Kuo-Chien Chang, Mu-Chen Chen, Chia-Lin Hsu. 2012. Investigating the Effect of Service Quality on
Customer Post-Purchasing Behaviors in the Hotel Sector: The Moderating Role of Service Convenience. Journal of Quality
Assurance in Hospitality & Tourism 13, 212-234. [CrossRef]

21. Riadh Ladhari. 2012. The lodging quality index: an independent assessment of validity and dimensions. International Journal
of Contemporary Hospitality Management 24:4, 628-652. [Abstract] [Full Text] [PDF]

22. Min Wei. 2012. Analysis of Information Systems Applied to Evaluating Tourism Service Quality Based on Organizational
Impact. Journal of Software 7. . [CrossRef]

23. I Man Cheng, Yim King Penny Wan. 2012. Service Quality of Macao Museums. Journal of Quality Assurance in Hospitality
& Tourism 13, 37-60. [CrossRef]

D
ow

nl
oa

de
d 

by
 U

ni
ve

rs
ity

 o
f 

M
on

ta
na

 A
t 0

6:
02

 1
4 

D
ec

em
be

r 
20

14
 (

PT
)

http://dx.doi.org/10.1016/j.asoc.2014.11.048
http://dx.doi.org/10.1108/MBE-05-2013-0030
http://www.emeraldinsight.com/doi/full/10.1108/MBE-05-2013-0030
http://www.emeraldinsight.com/doi/pdfplus/10.1108/MBE-05-2013-0030
http://dx.doi.org/10.1007/s40092-014-0090-6
http://dx.doi.org/10.1108/IJCHM-06-2013-0238
http://www.emeraldinsight.com/doi/full/10.1108/IJCHM-06-2013-0238
http://www.emeraldinsight.com/doi/pdfplus/10.1108/IJCHM-06-2013-0238
http://dx.doi.org/10.1016/j.ijhm.2014.09.003
http://dx.doi.org/10.1080/19368623.2014.846839
http://dx.doi.org/10.1016/j.sbspro.2014.07.030
http://dx.doi.org/10.1108/MIP-01-2013-0017
http://www.emeraldinsight.com/doi/full/10.1108/MIP-01-2013-0017
http://www.emeraldinsight.com/doi/pdfplus/10.1108/MIP-01-2013-0017
http://dx.doi.org/10.1108/IJCHM-11-2012-0211
http://www.emeraldinsight.com/doi/full/10.1108/IJCHM-11-2012-0211
http://www.emeraldinsight.com/doi/pdfplus/10.1108/IJCHM-11-2012-0211
http://dx.doi.org/10.1108/IJCHM-03-2012-0049
http://www.emeraldinsight.com/doi/full/10.1108/IJCHM-03-2012-0049
http://www.emeraldinsight.com/doi/pdfplus/10.1108/IJCHM-03-2012-0049
http://dx.doi.org/10.1080/15378020.2013.824266
http://dx.doi.org/10.1080/1528008X.2013.802557
http://dx.doi.org/10.4018/jcrmm.2011010105
http://dx.doi.org/10.1108/02656711311308394
http://www.emeraldinsight.com/doi/full/10.1108/02656711311308394
http://www.emeraldinsight.com/doi/pdfplus/10.1108/02656711311308394
http://dx.doi.org/10.1080/15332969.2013.770665
http://dx.doi.org/10.1080/19368623.2013.753816
http://dx.doi.org/10.1002/jtr.884
http://dx.doi.org/10.1016/S2212-5671(13)00175-5
http://dx.doi.org/10.1016/j.asoc.2012.03.044
http://dx.doi.org/10.1080/1528008X.2012.645200
http://dx.doi.org/10.1108/09596111211217914
http://www.emeraldinsight.com/doi/full/10.1108/09596111211217914
http://www.emeraldinsight.com/doi/pdfplus/10.1108/09596111211217914
http://dx.doi.org/10.4304/jsw.7.3.599-607
http://dx.doi.org/10.1080/1528008X.2012.643188


24. Li-Hsing Ho, Tien-Fu Peng, Shu-Yun Feng, Tieh-Min Yen. 2011. Benchmarking of standard hotel service quality by KD-
IPA model. Journal of Statistics and Management Systems 14, 1117-1141. [CrossRef]

25. Gülçin Büyüközkan, Gizem Çifçi, Sezin Güleryüz. 2011. Strategic analysis of healthcare service quality using fuzzy AHP
methodology. Expert Systems with Applications 38, 9407-9424. [CrossRef]

26. Rob Law, Billy Bai, Anne P. Crick, Andrew Spencer. 2011. Hospitality quality: new directions and new challenges.
International Journal of Contemporary Hospitality Management 23:4, 463-478. [Abstract] [Full Text] [PDF]

27. Penny Yim King Wan, Elizabeth I. Man Cheng. 2011. Service quality of Macao's world heritage site. International Journal of
Culture, Tourism and Hospitality Research 5:1, 57-68. [Abstract] [Full Text] [PDF]

28. Asil Oztekin. 2011. A decision support system for usability evaluation of web-based information systems. Expert Systems with
Applications 38, 2110-2118. [CrossRef]

29. Flora F.T. Chiang, Thomas A. Birtch. 2011. Reward climate and its impact on service quality orientation and employee
attitudes. International Journal of Hospitality Management 30, 3-9. [CrossRef]

30. Ghazali Musa, Thinaranjeney Thirumoorthi. 2011. Red Palm: exploring service quality and servicescape of the best
backpacker hostel in Asia. Current Issues in Tourism 14, 103-120. [CrossRef]

31. Kuo-Chien Chang, Mu-Chen Chen, Chia-Lin Hsu. 2010. Applying loss aversion to assess the effect of customers’ asymmetric
responses to service quality on post-dining behavioral intentions: An empirical survey in the restaurant sector. International
Journal of Hospitality Management 29, 620-631. [CrossRef]

32. Panchapakesan Padma, Chandrasekharan Rajendran, Prakash Sai Lokachari. 2010. Service quality and its impact on customer
satisfaction in Indian hospitals. Benchmarking: An International Journal 17:6, 807-841. [Abstract] [Full Text] [PDF]

33. Prabha Ramseook‐Munhurrun, Perunjodi Naidoo, Pushpa Nundlall. 2010. A proposed model for measuring service quality
in secondary education. International Journal of Quality and Service Sciences 2:3, 335-351. [Abstract] [Full Text] [PDF]

34. Ana Salazar, Jorge Costa, Paulo Rita. 2010. A service quality evaluation scale for the hospitality sector. Worldwide Hospitality
and Tourism Themes 2:4, 383-397. [Abstract] [Full Text] [PDF]

35. Ibrahim Yilmaz. 2010. Do hotel customers use a multi-expectation framework in the evaluation of services? A study in
Cappadocia, Turkey. Tourism and Hospitality Research 10, 59-69. [CrossRef]

36. Asil Oztekin, Alexander Nikov, Selim Zaim. 2009. UWIS: An assessment methodology for usability of web-based information
systems. Journal of Systems and Software 82, 2038-2050. [CrossRef]

37. Prabha Ramseook‐Munhurrun, Perunjodi Naidoo, Soolakshna D. Lukea‐Bhiwajee. 2009. Employee perceptions of service
quality in a call centre. Managing Service Quality: An International Journal 19:5, 541-557. [Abstract] [Full Text] [PDF]

38. Rudi Kaufmann, Shlomo Tarba, Amos Raviv, Shlomo Yedidia Tarba, Yaakov Weber. 2009. Strategic planning for increasing
profitability: the case of marina industry. EuroMed Journal of Business 4:2, 200-214. [Abstract] [Full Text] [PDF]

39. Ming-Lang Tseng. 2009. Using the extension of DEMATEL to integrate hotel service quality perceptions into a cause–effect
model in uncertainty. Expert Systems with Applications 36, 9015-9023. [CrossRef]

40. Riadh Ladhari. 2009. Service quality, emotional satisfaction, and behavioural intentions. Managing Service Quality: An
International Journal 19:3, 308-331. [Abstract] [Full Text] [PDF]

41. Angelos Pantouvakis, Constantinos Chlomoudis, Athanassios Dimas. 2008. Testing the SERVQUAL scale in the passenger
port industry: a confirmatory study. Maritime Policy & Management 35, 449-467. [CrossRef]

42. David Y. Chang, Katerina AnnaraudService quality evaluation and multiattribute attitude measurement: The case of a chain
steakhouse in Taiwan 161-184. [Abstract] [Full Text] [PDF] [PDF]

43. M DAVIDSONInternal marketing 473-500. [CrossRef]
44. Ming-Shin Kuo, Jer-Wei Wu, Lie Pei. 2007. A soft computing method for selecting evaluation criteria of service quality.

Applied Mathematics and Computation 189, 241-254. [CrossRef]
45. Lau Pei Mey, Abdolali Khatibi Akbar, David Yong Gun Fie. 2006. Measuring Service Quality and Customer Satisfaction

of the Hotels in Malaysia: Malaysian, Asian and Non-Asian Hotel Guests. Journal of Hospitality and Tourism Management
13, 144-160. [CrossRef]

46. Atilla Akbaba. 2006. Measuring service quality in the hotel industry: A study in a business hotel in Turkey. International
Journal of Hospitality Management 25, 170-192. [CrossRef]

47. Cynthia S. Deale, Ric A. Hovda. 2006. Service Matters in Education. Journal of Hospitality & Tourism Education 18, 36-44.
[CrossRef]

48. Masood A. Badri, Mohamed Abdulla, Abdelwahab Al‐Madani. 2005. Information technology center service quality.
International Journal of Quality & Reliability Management 22:8, 819-848. [Abstract] [Full Text] [PDF]

49. Ken Simpson, Phil Bretherton, Gina de Vere. 2005. Lifestyle Market Segmentation, Small Business Entrepreneurs, and the
New Zealand Wine Tourism Industry. Journal of Quality Assurance in Hospitality & Tourism 5, 157-188. [CrossRef]

D
ow

nl
oa

de
d 

by
 U

ni
ve

rs
ity

 o
f 

M
on

ta
na

 A
t 0

6:
02

 1
4 

D
ec

em
be

r 
20

14
 (

PT
)

http://dx.doi.org/10.1080/09720510.2011.10701604
http://dx.doi.org/10.1016/j.eswa.2011.01.103
http://dx.doi.org/10.1108/09596111111129986
http://www.emeraldinsight.com/doi/full/10.1108/09596111111129986
http://www.emeraldinsight.com/doi/pdfplus/10.1108/09596111111129986
http://dx.doi.org/10.1108/17506181111111762
http://www.emeraldinsight.com/doi/full/10.1108/17506181111111762
http://www.emeraldinsight.com/doi/pdfplus/10.1108/17506181111111762
http://dx.doi.org/10.1016/j.eswa.2010.07.151
http://dx.doi.org/10.1016/j.ijhm.2010.03.007
http://dx.doi.org/10.1080/13683500903511125
http://dx.doi.org/10.1016/j.ijhm.2009.11.004
http://dx.doi.org/10.1108/14635771011089746
http://www.emeraldinsight.com/doi/full/10.1108/14635771011089746
http://www.emeraldinsight.com/doi/pdfplus/10.1108/14635771011089746
http://dx.doi.org/10.1108/17566691011090062
http://www.emeraldinsight.com/doi/full/10.1108/17566691011090062
http://www.emeraldinsight.com/doi/pdfplus/10.1108/17566691011090062
http://dx.doi.org/10.1108/17554211011074047
http://www.emeraldinsight.com/doi/full/10.1108/17554211011074047
http://www.emeraldinsight.com/doi/pdfplus/10.1108/17554211011074047
http://dx.doi.org/10.1057/thr.2009.36
http://dx.doi.org/10.1016/j.jss.2009.06.047
http://dx.doi.org/10.1108/09604520910984364
http://www.emeraldinsight.com/doi/full/10.1108/09604520910984364
http://www.emeraldinsight.com/doi/pdfplus/10.1108/09604520910984364
http://dx.doi.org/10.1108/14502190910976547
http://www.emeraldinsight.com/doi/full/10.1108/14502190910976547
http://www.emeraldinsight.com/doi/pdfplus/10.1108/14502190910976547
http://dx.doi.org/10.1016/j.eswa.2008.12.052
http://dx.doi.org/10.1108/09604520910955320
http://www.emeraldinsight.com/doi/full/10.1108/09604520910955320
http://www.emeraldinsight.com/doi/pdfplus/10.1108/09604520910955320
http://dx.doi.org/10.1080/03088830802352095
http://dx.doi.org/10.1016/S1745-3542(08)00008-8
http://www.emeraldinsight.com/doi/full/10.1016/S1745-3542%2808%2900008-8
http://www.emeraldinsight.com/doi/pdf/10.1016/S1745-3542%2808%2900008-8
http://www.emeraldinsight.com/doi/pdfplus/10.1016/S1745-3542%2808%2900008-8
http://dx.doi.org/10.1016/B978-0-08-045080-3.50020-2
http://dx.doi.org/10.1016/j.amc.2006.11.084
http://dx.doi.org/10.1375/jhtm.13.2.144
http://dx.doi.org/10.1016/j.ijhm.2005.08.006
http://dx.doi.org/10.1080/10963758.2006.10696856
http://dx.doi.org/10.1108/02656710510617247
http://www.emeraldinsight.com/doi/full/10.1108/02656710510617247
http://www.emeraldinsight.com/doi/pdfplus/10.1108/02656710510617247
http://dx.doi.org/10.1300/J162v05n02_09


50. Marcjanna M. Augustyn, Arthur Seakhoa-KingIS THE SERVQUAL SCALE AN ADEQUATE MEASURE OF
QUALITY IN LEISURE, TOURISM AND HOSPITALITY? 3-24. [Abstract] [Full Text] [PDF] [PDF]

51. Thanika Devi Juwaheer. 2004. Exploring international tourists' perceptions of hotel operations by using a modified
SERVQUAL approach – a case study of Mauritius. Managing Service Quality: An International Journal 14:5, 350-364.
[Abstract] [Full Text] [PDF]

52. Nick Johns, Turgay Avcí, Osman M. Karatepe. 2004. Measuring service quality of travel agents: evidence from Northern
Cyprus. The Service Industries Journal 24, 82-100. [CrossRef]

53. Barbara R. Lewis, Pamela McCann. 2004. Service failure and recovery: evidence from the hotel industry. International Journal
of Contemporary Hospitality Management 16:1, 6-17. [Abstract] [Full Text] [PDF]

54. Adam Finn, Ujwal Kayande. 2004. Scale modification: alternative approaches and their consequences. Journal of Retailing
80, 37-52. [CrossRef]

55. Theresia A. Pawitra, Kay C. Tan. 2003. Tourist satisfaction in Singapore – a perspective from Indonesian tourists. Managing
Service Quality: An International Journal 13:5, 399-411. [Abstract] [Full Text] [PDF]

56. Eda Atilgan, Serkan Akinci, Safak Aksoy. 2003. Mapping service quality in the tourism industry. Managing Service Quality:
An International Journal 13:5, 412-422. [Abstract] [Full Text] [PDF]

57. Thanika Devi Juwaheer, Darren Lee Ross. 2003. A study of hotel guest perceptions in Mauritius. International Journal of
Contemporary Hospitality Management 15:2, 105-115. [Abstract] [Full Text] [PDF]

58. Y. N. Li, K. C. Tan, M. Xie. 2002. Measuring web-based service quality. Total Quality Management 13, 685-700. [CrossRef]
59. Kit‐Fai Pun, Ka‐Yan Ho. 2001. Identification of service quality attributes for restaurant operations: a Hong Kong case.

Managing Service Quality: An International Journal 11:4, 233-240. [Abstract] [Full Text] [PDF]
60. Mark R. Testa. 2001. Predictors of Service Effort. Journal of Quality Assurance in Hospitality & Tourism 2, 11-27. [CrossRef]
61. Sonja Petrovic‐Lazarevic, Amy Wong. 2000. Fuzzy control model in the hospitality industry. International Journal of Agile

Management Systems 2:2, 156-163. [Abstract] [Full Text] [PDF]
62. Handling Customer Complaints in the Hospitality Industry 68-90. [CrossRef]
63. Rosalynn Dinnen, Ahmed HassanienHandling Customer Complaints in the Hospitality Industry 1237-1260. [CrossRef]

D
ow

nl
oa

de
d 

by
 U

ni
ve

rs
ity

 o
f 

M
on

ta
na

 A
t 0

6:
02

 1
4 

D
ec

em
be

r 
20

14
 (

PT
)

http://dx.doi.org/10.1016/S1745-3542(04)01001-X
http://www.emeraldinsight.com/doi/full/10.1016/S1745-3542%2804%2901001-X
http://www.emeraldinsight.com/doi/pdf/10.1016/S1745-3542%2804%2901001-X
http://www.emeraldinsight.com/doi/pdfplus/10.1016/S1745-3542%2804%2901001-X
http://dx.doi.org/10.1108/09604520410557967
http://www.emeraldinsight.com/doi/full/10.1108/09604520410557967
http://www.emeraldinsight.com/doi/pdfplus/10.1108/09604520410557967
http://dx.doi.org/10.1080/0264206042000247777
http://dx.doi.org/10.1108/09596110410516516
http://www.emeraldinsight.com/doi/full/10.1108/09596110410516516
http://www.emeraldinsight.com/doi/pdfplus/10.1108/09596110410516516
http://dx.doi.org/10.1016/j.jretai.2004.01.003
http://dx.doi.org/10.1108/09604520310495868
http://www.emeraldinsight.com/doi/full/10.1108/09604520310495868
http://www.emeraldinsight.com/doi/pdfplus/10.1108/09604520310495868
http://dx.doi.org/10.1108/09604520310495877
http://www.emeraldinsight.com/doi/full/10.1108/09604520310495877
http://www.emeraldinsight.com/doi/pdfplus/10.1108/09604520310495877
http://dx.doi.org/10.1108/09596110310462959
http://www.emeraldinsight.com/doi/full/10.1108/09596110310462959
http://www.emeraldinsight.com/doi/pdfplus/10.1108/09596110310462959
http://dx.doi.org/10.1080/0954412022000002072
http://dx.doi.org/10.1108/09604520110397940
http://www.emeraldinsight.com/doi/full/10.1108/09604520110397940
http://www.emeraldinsight.com/doi/pdfplus/10.1108/09604520110397940
http://dx.doi.org/10.1300/J162v02n01_02
http://dx.doi.org/10.1108/14654650010337195
http://www.emeraldinsight.com/doi/full/10.1108/14654650010337195
http://www.emeraldinsight.com/doi/pdfplus/10.1108/14654650010337195
http://dx.doi.org/10.4018/978-1-4666-3631-6.ch005
http://dx.doi.org/10.4018/978-1-4666-6543-9.ch070

