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Abstract

Since services have the aspect of activities that bring some benefits to customers,
it has been pointed out that they have properties that differ from those of goods,
such as intangibility, simultaneity, heterogeneity and extinction. Such
characteristics make it difficult to evaluate the quality of services. The
SERVQUAL model measures the gap score between customer perception and
expectation, and despite various criticisms, it is still one of the major models for
service quality evaluation methods. On the other hand, QFD enables us to
understand the customer's requirements and to convert them into quality
characteristics in order to define the design quality of services that satisfy the
customer's requirements. The combined use of the SERVQUAL model and QFD
is expected to help more accurately specify customer requirement inputs in QFD,
and research 1s underway to develop and improve services. This presentation will
give an overview of such research on evaluation methods for service quality.

X Online live streaming through Cisco Webex will be available.
X The tea reception will be held at 10:10.




