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Abstract

In today’s marketplace many enterprises in the world have facing keen competition from
both intra- and inter-industries, providing high level quality of service so as to attract more
customers has became an urgent and important strategy for operating business. Although many
managers of tertiary industry awake the importance of service quality, they generally do not know
how to improve it, however. This is partly due to the fact that service quality is not as tangible as
that of general commodities. The purpose of this study is to explore more specific and concrete
techniques for measuring service quality. We acquired 584 effective questionnaires from customers
of three industries, namely: large scale retailers, real estate agencies and commercial banks.
Correlation analysis is adopted to test all hypotheses. The findings are follows: (1) the correlation
coefficient between relationship quality and service quality gap is negative; (2) the effect of service
quality gap on service quality is negative; and (3) the correlation coefficient between relationship
quality and service quality is positive. Based on the empirical results, the policy implication is
that, service quality gap should be further narrowed down. Furthermore, the service quality can
be ameliorated by leveling up relationship quality. The major contribution of this paper is that, by
using questionnaire, one can gain more insight into the main factors influencing service quality,

from which, the strategies for improving service quality are then derived.
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