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The measurement of service quality hasbeen one of the main resear ch topicsin service marketing studies.
Compared with goods, services have some difficulties in measuring quality because of some generic
characteristics. Serviceis performance, therefore has no shape. Serviceresults are often heterogeneous
because of the nature of delivery systems which involves people. Furthermore, service are simulteously
both produced and consumed.

In spite of these difficulties, service quality has been an important marketing issue because consumers
may become satisfied or dissatisfied because of quality. In particular, repeat purchase may be effected
greatly by customer satisfaction.

Thispaper aimsto proposeanew framewor k to assessthe quality of servicesby constructing four categories
of servicecharacterigtics: result quality, processquality, tool quality and cost. People can usethese categories
to measurethetotal quality of a specific service product by building questionnaireswhich are constructed
using these categories.
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Service quality, Result and process, Total quality of service products, | SO, SERVQUAL, Customer value,
Service marketing mix, Result quality, Process quality, Tool quality, Cost
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