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Abstract

In spite of the development of the service industry, research on measuring
customers’ service satisfaction is far insufficient. Therefore, ways to measure the
service quality accurately need to be established due to the ambiguous types of
service business.

This research classifies the types of service business into service factory, service shop,
mass service, professional service by using Schmenner’s Service Process Matrix and
conducts research on domestic literature that measured service satisfaction with Servqual
and ServPerf. This study intends to suggest guidelines to measure customer
satisfaction according to types of service business by researching ways to measure
service satisfaction according to the types of service business and analysing the
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actual application methods based on a table that summarizes previous research on

Servqual and Servperf.

Keywords : service quality, SERVQUAL, SERVPERF, Service Process
Matrix
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