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Abstract

The measurement of service quality i1s an important link in the cycle
of service provision. The gap model was developed by Parasuraman et al.
and 1t has been adopted commonly to measure service quality in many
studies. However, several authors have argued that service encounters
frequently operate on their own, face to face with customers, and 1t is
difficult for management to monitor their behavior. Moreover, previous
research correlating customer and service encounter views 1s spare and
offers mixed conclusions. Against these background, this research develop
a revised gap model involving the service encounter by deposition of
service activities to enhance the indicating in contributing to the extent
of gap between customers’ expectation and perception.
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