Service Quality — II

K Manjunatha

BIBLIOGRAPHY

includes select references on a particular
theme

Adler, Lee and Hlavacek, James D (1978). “Key Repair
Service Factors for Consumer Durable Goods,” Journal
of Marketing Research, 15(4), November, 634-639.

Al-Faraj, Taqi N; Alidi, Abdulaziz S and Bu-Bahait, Khalid
A (1993). “Evaluation of Bank Branches by Means of
Data Envelopment Analysis,” International Journal of
Operations and Production Management, 13(9), 45-53.

Allen, W Bruce and Liu, Dong (1995). “Service Quality and
Motor Carrier Costs: An Empirical Analysis,” Review of
Economics and Statistics, 77(3), August, 499-511.

Amirani, Shahrzad and Baker, Julie (1995). “Quality Cues
and Retail Target Market Strategy: A Conjoint based
Application,” International Journal of Retail and Distri-
bution Management, 23(5/6), 22-32.

Andaleeb, Syed Saad and Basu, Amiya K (1994). “Technical
Complexity and Consumer Knowledge as Moderators
of Service Quality Evaluation,” Journal of Retailing, 70(4),
Winter, 367-382.

Andreassen, Tor Wallin (1994). “Satisfaction, Loyalty and
Reputation as Indicators of Customer Orientation in the
Public Sector,” International Journal of Public Sector
Management, 7(2), 16-35.

Andreassen, Tor Wallin and Lindestad, Bodil (1998). “Cus-
tomer Loyalty and Complex Services,” International
Journal of Service Industry Management, 9(1), 7-23.

Angur, Madhukar G and Nataraajan, Rajan (1999). “Service
Quality in Banking Industry: An Assessment in a
Developing Economy,” International Journal of Bank
Marketing, 17(2), 116-124.

Aquila, August J and Keltin, Allan D (1992). “How to Lose
Clients Without Really Trying,” Journal of Accountancy,
173(5), May, 67-71.

Armistead, Colin and Clark, Graham (1994). “The Coping
Capacity Management Strategy in Services and the
Influence on Quality Performance,” International Journal
of Service Industry Management, 5(2), 5-23.

Armitage, AM D (1997). “Application of Conjoint Analysis
to Evaluate Service Quality,” Total Quality Management,
8(2/3), June, 579-583.

Arora, Raj and Stoner, Charles (1996). “Effect of Perceived
Service Quality and Name Familiarity on the Service
Selection Decision,” Journal of Service Marketing, 10(1),
22-34.

Ashness, Diane and Lashley, Conrad (1995). “Empowering
Service Workers at Harvester Restaurants,” Personnel
Review, 24(16), 17-33.

VIKALPA ¢ VOLUME 29 e NO 2 ¢ APRIL - JUNE 2004

Asubonteng, Patrick and McCleary, Karl J (1996). “SERV-
QUAL Revisited: Critical Review of Service Quality,”
Journal of Service Marketing, 10(6), 62-82.

Athiyaman, Adee (1997). “Linking Student Satisfaction and
Service Quality Perceptions: The Case of University
Education,” European Journal of Marketing, 31(7), 13-19.

Atkins, Mardeen P and Marshall, Brenda Stevenso (1996).
“Happy Employees Lead to Loyal Patients,” Journal of
Health Care Marketing, 16(4), Winter, 595-604.

Augustyn, Marcjanna and Ho, Samuel K (1998). “Service
Quality and Tourism,” Journal of Travel Research, 37(1),
August, 71-76.

Auty, Susan and Long, George (1999). “Tribal Warfare and
Gaps Effecting Internal Service Quality,” International
Journal of Service Industry Management, 10(1), 7-23.

Avkiran, Necmi Kemal (1999). “Quality Customer Service
Demands Human Contact,” International Journal of Bank
Marketing, 17(2), 61-72.

Avkiran, Necmi Kemal (1994). “Developing an Instrument
to Measure Customer Service Quality in Branch Bank-
ing,” International Journal of Bank Marketing, 12(6/7), 10-
19.

Ayres, Q Whitfield and Kettinger, William ] (1983). “In-
formation Technology and Models of Governmental
Productivity,” Public Administration Review, 43(6),
November/December, 561-567.

Babbar, Sunil (1992). “Dynamic Model for Continuous
Improvement in the Management of Service Quality,”
International Journal of Operations and Production Man-
agement, 12(2), 38-49.

Baker, D A and Fesenmaier, Daniel R (1997). “Effects of
Service Climate on Managers’ and Employees” Rating
of Visitors” Service Quality Expectations,” Journal of
Travel Research, 36(1), Summer, 15-22.

Ballantyne, David; Christopher, Martin and Payne, Adrian
(1995). “Improving the Quality of Services Marketing:
Service Redesign is the Critical Link,” Journal of Mar-
keting Management, 11(1-3), January-April, 7-25.

Batley, T W (1994). “Service Quality in New Zealand: The
New Competitive Edge,” Total Quality Management, 5(4),
139-150.

Beach, Lee Roy and Burns, Lawton R (1995). “Service Quality
Improvement Strategy,” International Journal of Service
Industry Management, 6(5), 5-16.

Bebko, Chalene Pleger (1990). “Self-monitoring and Rela-
tive Perceived Power as Determinants of Communica-

157



tion Evaluation in a Medical Dyad,” Journal of Health
Care Marketing, 10(3), September, 34-44.

Bebko, Chalene Pleger and Garg, R K (1995).”Perceptions
of Responsiveness in Service Delivery,” Journal of Hos-
pital Marketing, 9(2), 35-45.

Bennington, Lynne and Cummane, James (1998). “Mea-
suring Service Quality: A Hybrid Methodology,” Total
Quality Management, 9(6), August, 395-406.

Bergeron, Francois and Rivard, Suzanne (1990). “Investi-
gating the Support Role of the Information Center,” MIS
Quarterly, 14(3), September, 247-261.

Berkley, Blair ] and Gupta, Amit (1995). “Identifying the
Information Requirements to Deliver Quality Service,”
International Journal of Service Industry Management, 6(5),
16-46.

Berry, Leonard L and Parasuraman, A (1992). “Prescrip-
tions for a Service Quality Revolution in America,”
Organizational Dynamics, 21(4), Spring, 5-16.

Berry, Leonard L and Parasuraman, A (1994). “Improving
Service Quality in America: Lessons Learned,” Academy
of Management Executive, 8(2), May, 32-53.

Berry, Leonard and Parasuraman, A (1997). “Listening to
the Customer: The Concept of a Service Quality Infor-
mation Systems,” Sloan Management Review, 38(3), Spring,
65-77.

Berry, Leonard L; Parasuraman, A and Zeithaml, Valarie
A (1988). “Service Quality Puzzle,” Business Horizons,
31(5), September-October, 35-44.

Berry, Leonard L; Zeithaml, Valerie A and Parasuraman,
A (1985). “Quality Counts in Services Too,” Business
Horizons, 28(3), May/June, 44-53.

Berry, Leonard L; Zeithaml, Valarie A and Parasuraman,
A (1990). “Five Imperatives for Improving Service
Quality,” Sloan Management Review, 31(4), Summer, 29-
39.

Bettencourt, Lance A (1997). “Customer Voluntary Per-
formance: Customers as Partners in Service Delivery,”
Journal of Retailing, 73(3), Fall, 383-407.

Blanchard, R F and Galloway, R L (1994). “Quality in Retail
Banking,” International Journal of Service Industry Man-
agement, 5(4), 5-24.

Bloemer, Josee and Ruyter, Ko De (1998). “Investigating
Drivers of Bank Loyalty: The Complex Relationship
between Image and Service Quality,” International Jour-
nal of Bank Marketing, 16(6/7), 276-287.

Bloemer, Josse and Ruyter, Ko De (1999). “Linking Per-
ceived Service Quality and Service Loyalty: A Multi-
dimensional Perspective,” European Journal of Market-
ing, 33(11/12), 1082-1107.

Blum, Shane C (1997). “Current Concerns: A Thematic
Analysis of Recent Hospitality Industry Issues,” Inter-
national Journal of Contemporary Hospitality Management,
9(7), 350-362.

Bodvarsson, Orn B and Gibson, William (1999). “An Eco-
nomic Approach to Tips and Service Quality: Results
of a Survey,” Social Science Journal, 36(1), 137-147.

Bolton, R N and Drew, ] H (1991). “Longitudinal Analysis
of the Impact of Service Changes on Customer Atti-
tudes,” Journal of Marketing, 55(1), January, 1-10.

Boshoff, Christo and Terblanche, N (1997). “Measuring
Retail Service Quality: A Replication Study,” South
African Journal of Business Management, 28(4), December,
123-129.

158

Boulding, William and Kalra, Ajay (1993). “Dynamic Pro-
cess Model of Service Quality: From Expectations to
Behavioral Intentions,” Journal of Marketing Research,
30(1), February, 7-28.

Bowen, John T (1997). “Market Driven Approach to Busi-
ness Development and Service Improvement in the
Hospitality Industry,” International Journal of Contempo-
rary Hospitality Management, 9(7), 334-344.

Brown, Stephen W and Bond III, Edward U (1995). “Internal
Market/External Market Framework and Service Qual-
ity: Toward Theory in Service Marketing,” Journal of
Marketing Management, 11(1-3), January-April, 25-40.

Brown, Stephen W; Fisk, Raymond P and Bitner, Mary Jo
(1994). “Development and Emergence of Service Mar-
keting Thought,” International Journal of Service Industry
Management, 5(1), 21-49.

Brown, Stephen W and Swartz, Teresa A (1989). “Gap
Analysis of Professional Service Quality,” Journal of
Marketing, 53(2), April, 92-98.

Brown, Tom J; Churchill, Gilbert A; Nielson, Arthur C and
Peter, ] Paul (1993). “Improving the Measurement of
Service Quality: Research Note,” Journal of Retailing,
69(1), Spring, 127-140.

Brown, Tom ] (1997). “Using Norms to Improve the Inter-
pretation of Service Quality Measures,” Journal of Serv-
ice Marketing, 11(1), 66-81.

Buttle, Francis (1996). “SERVQUAL, Review, Critique,
Research Agenda,” European Journal of Marketing, 30(1),
8-33.

Callan, Roger J (1998). “Attributional Analysis of Custom-
ers Hotel Selection Criteria by UK Grading Scheme Cat-
egories,” Journal of Travel Research, 36(3), Winter, 20-35.

Carey, William D (1973). “Leadership and Management in
the Federal Government,” Public Administration Review,
33(5), September/October, 456-460.

Carman, James M (1990). “Consumer Perceptions of Service
Quality: An Assessment of the Servqual Dimensions,”
Journal of Retailing, 66(1), Spring, 33-56.

Caruuana, Albert and Pitt, Leyland (1997). “INTQUAL: An
Internal Measure of Service Quality and the Link be-
tween Service Quality and Business,” European Journal
of Marketing, 31(7), 604-617.

Chacko, Harsha E (1998). “Designing a Seamless Hotel
Organization,” International Journal of Contemporary
Hospitality Management, 10(4), 133-139.

Chan, Thomas S F (1999). “Service Quality and Unfair
Racial Discrimination in Homeowners Insurance,” Jour-
nal of Risk and Insurance, 66(1), March, 83-98.

Chang, T Z and Chen, S J (1998). “Market Orientation,
Service Quality and Business Profitability,” Journal of
Service Marketing, 121(4/5), 246-265.

Chase, Richard B (1988). “Service Factory,” Academy of
Management Executive, 2(3), August, 191-197.

Chen, Injazz J; Gupta, Atul and Rom, Walter (1994). “Study
of Price and Quality in Service Operations,” Internation-
al Journal of Service Industry Management, 5(2), 23-34.

Chen, Wen-Hsien (1998). “Benchmarking Quality Goals in
Service Systems,” Journal of Service Marketing, 12(2/3),
113-123.

Ching-Wen, Li (1998). “Quality Evaluation of Domestic
Airline Industry using Modified Taguchi Loss Function
with Different Weights and Target Values,” Total Quality
Management, 9(7), October, 645-654.

BIBLIOGRAPHY



Clark, Moira (1997). “Modelling the Impact of Customer
Relationships on Customer Retention Rates in Major UK
Retailing Bank,” Management Decision, 35(3/4), 293-301.

Clow, Kenneth E; Tripp, Carolyn and Kenny, James T
(1996). “Importance of Service Quality Determinants in
Advertising a Professional Service: An Exploratory
Study,” Journal of Service Marketing, 10(2), 57-73.

Cohen, Tamra (1990). “Human Resources and Quality
Assurance,” Hospital Topics, 68(2), Spring, 35-39.

Conlon, Kevin J (1997). “Privacy in the Workplace,” Labour
Law Journal, 48(8), August, 444-449.

Cook, Michael J (1997). “Student’s Perspective of Service
Quality in Education,” Total Quality Management, 8(2/
3), June, 5120-5126.

Cronin, Joseph ] and Taylor, Steven A (1992). “Measuring
Service Quality: A Re-examination and Extension,”
Journal of Marketing, 56(3), July, 55-69.

Cronin, Joseph J; Brady, Michael K and Brand, Richard R
(1997). “Cross-Sectional Test of the Effect and Concep-
tualization of Service Value,” Journal of Service Market-
ing, 11(6), 375-492.

Cronin, Joseph J and Taylor, Steven A (1994). “SERVPERF
versus SERVQUAL: Reconciling Performance-based and
Perceptions-Minus-Expectations Measurement of Serv-
ice Quality,” Journal of Marketing, 58(1), January, 125-
132.

Crosby, Leon and LeMay, Stephen A (1998). “Empirical
Determination of Shipper Requirements for Motor
Carrier Services: SERVQUAL, Direct Questioning and
Policy Capturing Methods,” Journal of Business Logistics,
19(1), 139-154.

Csipak, James J; Chebati, Jean Charles and Venkatesan, Ven
(1995). “Channel Structure, Customer Involvement and
Perceived Service Quality: An Empirical Study of the
Distribution of a Service,” Journal of Marketing Manage-
ment, 11(1-3), January-April, 227-242.

Culnan, Mary J and Armstrong, Pamela K (1999). “Infor-
mation Privacy Concerns, Procedural Fairness and
Impersonal Trust: An Empirical Investigation,” Organ-
ization Science: A Journal of the Institute of Management
Science, 10(1), January-February, 104-116.

Danaher, Peter ] and Mattsson, Jan (1994). “Customer
Satisfaction during the Service Delivery Process,” Eu-
ropean Journal of Marketing, 28(5/6), 5-17.

Danaher, Peter J and Mattsson, Jan (1994). “Cumulative
Encounter Satisfaction in the Hotel Conference Pro-
cess,” International Journal of Service Industry Manage-
ment, 5(4), 69-81.

Danaher, Peter J (1997). “Using Conjoint Analysis to
Determine the Relative Importance of Service Attributes
Measured in Customer Satisfaction Surveys,” Journal of
Retailing, 73(2), Summer, 235-261.

Dandy, Jonathan (1996). “Jonathan Dandy Interviews Terry
Wells, Director of Customer Service, J. Sainsbury Plc,”
International Journal of Retail and Distribution Manage-
ment, 24(7), 6-11.

Davis, Tim R V (1999). “Different Service Firms, Different
Core Competencies,” Business Horizons, 42(5), Septem-
ber-October, 23-44.

Dawes, Jillian and Rowley, Jennifer (1996). “Waiting Ex-
perience: Towards Service Quality in the Leisure Indus-
try,” International Journal of Contemporary Hospitality
Management, 8(1), 16-21.

VIKALPA ¢ VOLUME 29 ¢ NO 2 « APRIL - JUNE 2004

Dawes, Jillian and Rowley, Jennifer (1998). “Enhancing the
Customer Experience: Contributions from Information
Technology,” Management Decision, 36(5/6), 350-358.

Devlin, Susan ] and Dong, H K (1994). “Service Quality
from the Customers Perspective,” Marketing Research,
6(1), Winter, 5-14.

De Brentani, Ulrike (1991). “Success Factors in Developing
New Business Services,” European Journal of Marketing,
25(2), 33-60.

Disney, John (1999). “Customer Satisfaction and Loyalty:
The Critical Elements of Service Quality,” Total Quality
Management, 10(4/5), July, 491-498.

Doerpinghaus, HelenI(1991). “Analysis of Complaint Data
in the Automobile Insurance Industry,” Journal of Risk
and Insurance, 58(1), March, 120-129.

Donaldson, Bill and Runciman, Frances (1995). “Service
Quality in Further Education: An Insight into the
Management Perceptions of Service Quality and those
of the Actual Service Provider,” Journal of Marketing
Management, 11(1-3), January-April, 243-254.

Donnelly, M and Shiu, Edward (1999). “Assessing Service
Quality and its Link with Value for Money in a UK Local
Authority’s Housing Repair Service using the SERV-
QUAL,” Total Quality Management, 10(4/5), July, 498-
507.

Donnelly, M; Wisniewski, M; Dalrymple, John F and Curry,
A C (1995). “Measuring Service Quality in Local Gov-
ernment: The SERVQUAL Approach,” International
Journal of Public Sector Management, 8(7), 15-21.

Downes, Thomas A and Figlio, David N (1999). “Do Tax
and Expenditure Limits Provide a Free Lunch? Evi-
dence on the Link between Limits and Public Sector
Service Quality,” National Tax Journal, 52(1), March, 113-
129.

Ennew, Christine T and Binks, Martin R (1996). “Impact
of Service Quality and Service Characteristics on Cus-
tomer Retention, Small Business and their Banks in the
UK,” British Journal of Management, 7(3), September,
219-230.

Ennew, Christine T; Reed, Geoffrey V and Binks, Martin
R (1993). “Importance-Performance Analysis and the
Measurement of Service Quality,” European Journal of
Marketing, 27(2), 59-71.

Eeinberg, Richard A and Ruyter, De K (1995). “Consumer
Defined Service Quality in International Retailing,” Total
Quality Management, 6(1), March, 61-68.

Fisher, Eileen and Gainer, Brenda (1997). “Sex of the Serv-
ice Provider: Does it Influence?” Journal of Retailing,
73(3), Fall, 361-383.

Fisk, Raymond P; Brown, Stephen W and Bitner, Mary Jo
(1993). “Tracking the Evolution of Service Marketing
Literature,” Journal of Retailing, 69(1), Spring, 61-104.

Furse, David H and Burcham, Michael R (1994). “Lever-
aging the Value of Customer Satisfaction Information,”
Journal of Health Care Marketing, 14(3), Fall, 16-21.

Gable, Guy G (1996). “Multidimensional Model of Client
Success When Engaging External Consultants,” Man-
agement Science, 42(8), August, 1175-1197.

Gagliano, Kathryn Bishop (1994). “Customer Expectations
and Perceptions of Service Quality in Retail Apparel
Specialty Stores,” Journal of Service Marketing, 8(1), 60-
70.

159



Galloway, R L and Blanchard, R F (1996). “Variation in the
Perception of Quality with Life Stage in Retail Bank-
ing,” International Journal of Bank Marketing, 14(1), 22-
30.

Gill, Colin and Krieger, Hubert (1993). “Participation in
Product and Service Quality: Recent Survey Evidence
from the European Community,” Total Quality Manage-
ment, 4(3), 261-274.

Goodale, J; Koerner, M and Roney, ] (1997). “Analyzing
the Impact of Service Provider Empowerment on Per-
ceptions of Service Quality Inside an Organization,”
Journal of Quality Management, 2(2), 191-215

Green, Paul E and Wind, Yoram (1975). “New Way to
Measure Consumers Judgments,” Harvard Business
Review, 53(4), July/August, 107-118.

Gronroos, Christian (1984). “Service Quality Model and Its
Marketing Implications,” European Journal of Marketing,
18(4), 36-45.

Grover, Varun and Cheon, Myun Joong (1996). “Effect of
Service Quality and Partnership on the Outsourcing of
Information Systems Functions,” Journal of Management
Information Systems, 12(4), Spring, 89-117.

Gummesson, Evert (1995). “Truths and Myths in Service
Quality,” Journal for Quality and Participation, 18(6),
October/November, 18-24.

Hadyn, Ingram and Daskalakia, George (1999). “Measur-
ing Quality Gaps in Hotels,” International Journal of
Contemporary Hospitality Management, 11(1), 24-31.

Harding, Forrest E (1998). “Logistics Service Provider
Quality, Private Measurement, Evaluation and Improve-
ment,” Journal of Business Logistics, 19(1), 103-121.

Harrow, Jenny (1997). “Managing Risk and Delivering
Quality Services: A Case Study Perspective,” Interna-
tional Journal of Public Sector Management, 10(5), 331-353.

Hartline, Michael D and Ferrell, O C (1996). “Management
of Customer Contract Service Employee: An Empirical
Investigation,” Journal of Marketing, 60(4), October, 52-
70.

Haywood-Farmer, John (1988). “Conceptual Model of
Service Quality,” International Journal of Operations and
Production Management, 8(6), 19-30.

Headley, Dean E and Miller, Stephen ] (1993). “Measuring
Service Quality and Its Relationship to Future Consum-
er Behaviour,” Journal of Health Care Marketing, 13(4),
32-42.

Hemmasi, M; Strong, K C and Taylor, S A (1994). “Meas-
uring Service Quality for Strategic Planning and Anal-
ysis in Service Firms,” Journal of Applied Business Re-
search, 10(4), 24-33.

Herbig, Paul and Genestre, Alain (1996). “Examination of
the Cross-Cultural Difference in Service Quality: The
Example of Mexico and USA,” Journal of Consumer
Marketing, 13(3), June, 43-54.

Hill, Frances M and McCrory, Marlena L (1997). “ An Attempt
to Measure Service Quality at a Belfast,” Total Quality
Management, 8(5), October, 229-243.

Ho, Chrwan-Jyh and Lau, Hon-Shiang (1995). “Introducing
Variable Interval Appointment Scheduling Rules in
Service Systems,” International Journal of Operations and
Production Management, 15(6), 59-69.

Hopkins, Shirley A and Strasser, Sandra (1993). “Service
Quality Gaps in the Transportation Industry: An Em-

160

pirical Investigation,” Journal of Business Logistics, 14(1),
145-162.

Horowitz, Ann R and Horowitz, Ira (1999). “Quality Choice:
Does It Matter Which Workers own and Manage the
Cooperative Firm?” Atlantic Economic Journal, 27(4),
December, 394-412.

Hughes, T] (1994). “Executive Forum,” International Journal
of Bank Marketing, 12(8), 4-12.

Javalgi, Rajshekhar G (1994). “Distinguishing Service
Quality from Patient Satisfaction in Developing Health
Care Marketing,” Journal of Health Care Marketing, 14(3),
Fall, 57-61.

Javalgi, Rajshekhar G and Moberg, Christopher R (1997).
“Service Loyalty, Implication for Service Providers,”
Journal of Service Marketing, 11(2/3), 165-180.

Jensen, John B and Markland, Robert E (1996). “Improving
the Application of Quality Conformance Tools in Serv-
ice Firms,” Journal of Service Marketing, 10(1), 35-56.

Johnson, Cathy and Mathews, Brian P (1997). “Influence
of Experience on Service Expectations,” International
Journal of Service Industry Management, 8(4), 290-305.

Johnson, Marc A (1976). “Estimating the Influence of Serv-
ice Quality on Transportation Demand,” American Jour-
nal of Agricultural Economics, 58(3), August, 496-504.

Johnson, Rose L (1995). “Measuring Service Quality: A
System Approach,” Journal of Service Marketing, 9(5), 6-
20.

Johnston, Robert (1995). “Determinants of Service Quality,
Satisfiers and Dissatisfiers,” International Journal of Service
Industry Management, 6(5), 53-72.

Johnston, Robert (1995). “Zone of Tolerance,” International
Journal of Service Industry Management, 6(2), 46-62.
Joseph, Mathew and McClure, Cindy (1999). “Operations,
Quality and Profitability in the Provision of Banking
Services,” Management Science, 45(9), September, 1221-

1239.

Joseph, W Benoy (1996). “Internal Marketing Builds Service
Quality,” Journal of Health Care Marketing, 16(1), Spring,
54-60.

Kamoche, Ken (1997). “Competence Creation in the African
Public Sector,” International Journal of Public Sector
Management, 10(4), 268-279.

Kandampully, Jay (1997). “Quality Management in Retail-
ing through Service Product Design,” Total Quality
Management, 8(1), February, 41-54.

Kandampully, Jay (1998). “Service Quality to Service
Loyalty: A Relationship which Goes beyond Customer
Services,” Total Quality Management, 9(8), August, 431-
444.

Kanter, R M (1991). “Service Quality: You Get What You
Pay For,” Harvard Business Review, 69(5), September/
October, 8-10.

Kelley, Scott W and Donnelly, James H (1990). “Customer
Participation in Service Production and Delivery,” Jour-
nal of Retailing, 66(3), Fall, 315-336.

Kellogg, Deborah L; Youngdahl, William E and Bowen,
David E (1997). “On the Relationship between Custom-
er Participation and Satisfaction: Two Frameworks,”
International Journal of Service Industry Management, 8(3),
206-220.

Kettinger, William ] and Lee, Choong, C (1997). “Pragmatic
Perspectives on the Measurement of Information Sys-

BIBLIOGRAPHY



tems Service Quality,” MIS Quarterly, 21(2), June, 223-
241.

Kogure, Masao (1992). “Some Basic Problem of Quality
Assurance in Service Industries,” Total Quality Manage-
ment, 3(1), 9-18.

Kotha, Shravan K; Barnum, Michael P and Bowen, David
A (1996). “Keycorp Service Excellence Management
System,” Interfaces, 26(1), January-February, 54-75.

Kozak, Metin and Rimmington, Mike (1998). “Benchmark-
ing, Destination Attractiveness and Small Hospitality
Business Performance,” International Journal of Contem-
porary Hospitality Management, 10(5), 184-189.

Krehbiel, Timothy C; McClure, Richard H and Pratsini,
Eleni (1998). “Assessing an Academic Major using a
Service Quality Model,” Journal of Education for Business,
74(2), November-December, 92-99.

Krishnamoorthy, S and Kapadia, M M (1999). “Methodol-
ogy of Enhancing Profitability through the Utilization
of Experimental Design: A Catering Business Case
Study,” Total Quality Management, 10(7), September, 1027-
1037.

La, Lopa; Joseph, M and Helecek, Donald F (1996). “Com-
munity based Service Quality Training Program,” Jour-
nal for Quality and Participation, 19(5), September, 48-53.

Lam, Simon SK (1997). “SERVQUAL: A Tool for Measuring
Patients Opinions of Hospital Service Quality in Hong
Kong,” Total Quality Management, 8(4), August, 145-153.

Lashley, Conrad (1995). “Towards an Understanding of
Employee Empowerment in Hospitality Services,” In-
ternational Journal of Contemporary Hospitality Manage-
ment, 7(1), 27-34.

Leonard, Frank S and Sasser, W Earl (1982). “Incline of
Quality,” Harvard Business Review, 60(5), September/
October, 163-172.

Lewis, Barbara R (1991). “Service Quality: An International
Comparison of Bank Customers,” Journal of Marketing
Management, 7(1), January, 47-63.

Lewis, Barbara R (1994). “Service Quality,” International
Journal of Bank Marketing, 12(4/5), 3-13.

Luk, T K Sherriff (1997). “Examination of the Role of Marke-
ting Culture in Service Quality,” International Journal of
Contemporary Hospitality Management, 9(1), 13-21.

Lynch, John G; Buzas, Thomas E and Berg, Sanford V
(1994). “Regulatory Measurement and Evaluation of
Telephone Service Quality,” Management Science, 40(2),
February, 169-195.

Malthotra, Naresh K; Ulgado, Francis M; Agarwal, James
and Baalbaki, Imad B (1994). “International Service
Marketing,” International Marketing Review, 11(2), 5-16.

Mangold, W Glynn and Babakus, Emin (1990). “Monitoring
Service Quality,” Review of Business, 11(4), Spring, 21-
33.

Marshall, Greg W and Baker, Julie (1998). “Exploring
Internal Customer Service Quality,” Journal of Business
and Industrial Marketing, 13(4/5), 381-393.

Mattila, Anna S (1999). “Do Emotional Appeals Work for
Services?” International Journal of Service Industry Man-
agement, 10(3), 292-308.

Mattila, Anna S (1999). “Role of Culture and Purchase
Motivation in Service Encounter Evaluations,” Journal
of Service Marketing, 13(4/5), 376-390.

Mattsson, Jan (1997). “Beyond Service Quality in Search of

VIKALPA ¢ VOLUME 29 ¢ NO 2 « APRIL - JUNE 2004

Relationship Values,” Management Decision, 35(3/4),302-
304.

McAlexander, James H and Kaldenberg, Dannis O (1994).
“Service Quality Management,” Journal of Health Care
Marketing, 14(3), Fall, 34-40.

McCarthy, Patrick M and Keefe, Thomas ] (1999). “Measure
of Staff Perceptions of Quality-Oriented Organizational
Performance,” Journal of Quality Management, 4(2), 185-
207.

McColl-Kenndedy, Janet R and White, Tina (1997). “Service
Provider Training Programs at Odds with Customer
Requirements in Five Star Hotels,” Journal of Service
Marketing, 11(4/5), 249-265.

McDougall, Gordon H G (1994). “Benefit Segmentation
using Service Quality Dimensions,” International Journal
of Bank Marketing, 12(2), 15-24.

McElhatton, Jerry (1997). “Mastercard International’s Serv-
ice Quality Initiatives Satisfy Members: Lower Costs
Win Award,” Journal of Retail Banking Services, 19(3),
Autumn, 7-13.

Mehta, Subhash C and Durvasula, Srinivas (1998). “Rela-
tionships between SERVQUAL Dimensions and Organ-
izational Performance in the Case of a Business-to-
business Service,” Journal of Business & Industrial Mar-
keting, 13(1), 40-54.

Mentzer, John T; Flint, Daniel ] and Kent, John L (1999).
“What You Don’t Know about Customer Perceived
Quality: The Role of Customer Expectation Distribu-
tion,” Marketing Science, 18(1), 77-93.

Metawa, Saad A and Almossawi, Mohammed (1998).
“Banking Behavior of Islamic Bank Customers: Perspec-
tives and Implications,” International Journal of Bank
Marketing, 16(6/7), 299-304.

Meyer, Anton; Chase, Richard; Roth, Aleda and Voss, Chris
(1999). “Service Competitiveness: An International
Benchmarking Comparison of Service Practice and
Performance in Germany, UK, and USA,” International
Journal of Service Industry Management, 10(4), 369-380.

Min, Hokey and Min, Hyesung (1996). “Competitive Bench-
marking of Korean Luxury Hotels using the Analytic
Hierarchy Process,” Journal of Service Marketing, 10(3),
June, 59-74.

Mittal, Banwari and Lassar, Walfried M (1996). “Role of
Personalization in Service Encounters,” Journal of Re-
tailing, 72(1), Spring, 95-110.

Mittal, Banwari and Lassar, Walfried M (1998). “Why Do
Customers Watch? The Dynamics of Satisfaction,” Jour-
nal of Service Marketing, 12(2/3), 177-195.

Mowen, John C and Licata, Jane W (1993). “Waiting in the
Emergency Room: How to Improve Patient Satisfac-
tion,” Journal of Health Care Marketing, 13(2), Summer,
26-34.

Mulligan, Paul (1999). “Differentiating Service Tasks for
IT Application,” International Journal of Service Market-
ing, 10(2), 190-203.

Murfin, David E; Schlegelmilch, Bodo B and Diamantopou-
los, Adamantios (1995). “Perceived Service Quality and
Medical Outcome: An Interdisciplinary Review and
Suggestions for Future Research,” Journal of Marketing
Management, 11(1-3), January-April, 97-118.

Mwabu, Germano and Ainsworth, Martha (1993). “Quality
of Medical Care and Choice of Medical Treatment in

161



Kenya,” Journal of Human Resources, 28(4), Fall, 838-862.

Na, Woonbong (1999). “ Assessment of Advertising Agency
Service Quality,” Journal of Advertising Research, 39(3),
May-June, 33-42.

Navaratnam, K K and Harris, Bill (1994). “Customer Serv-
ice in an Australian Quality Award Winning Public
Sector Service Industry,” International Journal of Public
Sector Management, 7(2), 42-50.

Nel, Deon and Boshoff, Christo (1997). “An Empirical
Assessment of the Extended Service Quality Model,”
South African Journal of Business Management, 28(2), June,
42-53.

Nel, Deon and Pitt, Leyland (1997). “SERVQUAL Instru-
ment, Reliability and Validity in South African Con-
text,” South African Journal of Business Management,28(3),
September, 113-123.

Nerilee, Hing (1997). “Review of Hospitality Research in
the Asia Pacific Region 1989-1996: A Thematic Perspec-
tive,” International Journal of Contemporary Hospitality
Management, 9(7), 241-254.

Newman, Karin (1997). “Re-Engineering for Service Qual-
ity: The Case of Leicester Royal Infirmary,” Total Quality
Management, 8(5), October, 255-270.

Newman, Karin and Cowling, Alan (1996). “Service Qual-
ity in Retail Banking: The Experience of Two British
Clearing Banks,” International Journal of Bank Marketing,
14(6), 3-12.

Newman, Karin and Cowling, Alan (1998). “Case Study,
Service Quality, Business Process Re-Engineering and
Human Resource: A Case in Point,” International Journal
of Bank Marketing, 16(6/7), 225-233.

Nguyen, Nha and Leblanc, Gaston (1998). “Mediating Role
of Corporate Image on Customers,” International Journal
of Bank Marketing, 16(2/3), 52-66.

Nicholls, ] A F; Gilbert, Ronald G and Roslow, Sydney
(1998). “Parsimonious Measurement of Customer Sat-
isfaction with Personal Service Setting,” Journal of
Consumer Marketing, 15(3), 239-254.

Nick, Jones and Antony, Howard (1998). “Customer Ex-
pectations versus Perceptions of Service Performance
in the Food Service Industry,” International Journal of
Service Industry Management, 9(3), 248-266.

Nowak, Linda L (1997). “Partnering Relationships between
Banks and their Research Firms: The Impact on Qual-
ity,” International Journal of Bank Marketing, 15(2/3), 83-
91.

O’Connor, Stephen ] and Shewchuk, Richard M (1994).
“Great Gap,” Journal of Health Care Marketing, 14(2),
Summer, 32-40.

O’Connor, Stephen and Shewchuk, Richard (1989). “Influ-
ence of Perceived Hospital Service Quality on Patient
Satisfaction and Intentions to Return,” Academy of
Management Proceedings, 95-100.

O’Keeffe, Mary and O’Sullivan, Don (1997). “Service Quality
in the Irish Health Service,” Total Quality Management,
8(5), October, 293-304.

Owlia, Mohammad S and Aspinwall, Elaine M (1998).
“Framework for Measuring Quality in Engineering
Education,” Total Quality Management, 9(8), December,
501-519.

162

Palmrose, Zoe-Vonna (1988). “Analysis of Auditor Litiga-
tion and Audit Service Quality,” Accounting Review,
63(1), January, 55-74.

Parasuraman, A; Zeithaml, VA and Berry, Leonard L (1985).
“A Conceptual Model of Service Quality and Its Impli-
cations on Future Research,” Journal of Marketing, 48(4),
Fall, 41-50.

Parasuraman, A; Zeithaml, VA and Berry, Leonard L (1988).
“SERVQUAL: A Multiple-item scale for Measuring
Consumer Perceptions of Service Quality,” Journal of
Retailing, 64(1), Spring, 12-40.

Parasuraman, A; Zeithaml, VA and Berry, Leonard L (1988).
“Communication and Control Processes in the Delivery
of Service Quality,” Journal of Marketing, 51(2), April,
12-40.

Parasuraman, A; Zeithaml, VA and Berry, Leonard L (1988).
“The Service Quality Puzzle,” Business Horizons, Sep-
tember-October, 35-43.

Parasuraman, A; Zeithaml, VA and Berry, Leonard L (1988).
“Refinement and Reassessment of SERVQUAL Scale,”
Journal of Retailing, 64(4), Winter, 420-450.

Parasuraman, A; Zeithaml, VA and Berry, Leonard L (1991).
“Understanding Customer Expectations of Service,”
Sloan Management Review, 32(3), Spring, 39-48.

Parasuraman, A; Zeithaml, VA and Berry, Leonard L (1991).
“Refinement and Reassessment of SERVQUAL Scale,”
Journal of Retailing, 67(4),Winter, 420-450.

Parasuraman, A; Berry, Leonard L and Zeithaml, VA (1993).
“More on Improving Service Quality Measurement:
Research Note,” Journal of Retailing, 69(1), Spring, 140-
148.

Parasuraman, A; Zeithaml, VA and Berry, L L (1994).
“Reassessment of Expectations as a Comparison Stand-
ard in Measuring Service Quality: Implications for Future
Research,” Journal of Marketing, 58(1), January, 111-124.

Parasuraman, A; Zeithaml, VA and Berry, Leonard L (1994).
“Alternative Scales for Measuring Service Quality: A
Comparative Assessment based on Psychometric and
Diagnostic Criteria,” Journal of Retailing, 70(3), 193-199.

Perry, Marcia and Sohal, Amrik (1999). “Improving Service
Quality within the Supply Chain: An Australian Study,”
Total Quality Management, 10(4/5), July, 673-679.

Pitt, Leyland F and Watson, Richard (1995). “Service Quality:
A Measure of Information Systems Effectiveness,” MIS
Quarterly, 19(2), June, 173-188.

Pitt, Leyland F and Watson, Richard (1997). “Measuring
Information Systems Service Quality: Concerns for a
Complete Canvas,” MIS Quarterly, 21(2), June, 209-222.

Pitt, Leyland F; Berthon, Pierre and Lane, Nikala (1998).
“Gaps Within the IS Department: Barriers to Service
Quality,” Journal of Information Technology, 1(3), Septem-
ber, 191-201.

Plymire, Jerry (1991). “Complaints as Opportunities,”
Business Horizons, 34(2), March/April, 79-82.

Poister, Theodore H and Henry, Gary T (1994). “Citizen
Ratings of Public and Private Service Quality: A Com-
parative Perspective,” Public Administration Review, 54(2),
March/April, 155-161.

Poister, Theodore H and Harris, Richard H (1997). “Impact
of TOM on Highway Maintenance: Benefit/Cost Impli-
cations,” Public Administration Review, 57(4), July-Au-
gust, 294-303.

BIBLIOGRAPHY



Pol, Louis (1994). “Service Quality Improvement: The
Customer Satisfaction Strategy for Health Care,” Journal
of Health Care Marketing, 14(2), Summer, 45-46.

Powpaka, Samart (1996). “Role of Outcome Quality as a
Determinant of Overall Service Quality in Different of
Services Industries: An Empirical Investigation,” Jour-
nal of Services Marketing, 10(2), 5-26.

Quester, Pascale G and Romaniuk, Simon (1997). “Service
Quality in the Australian Advertising Industry: A
Methodological Study,” Journal of Service Marketing,
11(2/3), 180-193.

Randall, Lyn and Senior, Martin (1994). “Model for Achiev-
ing Quality in Hospital Hotel Services,” International
Journal of Contemporary Hospitality Management, 6(1/2),
68-75.

Rands, Tony (1992). “Information Technology as a Service
Operation,” Journal of Information Technology, 7(4),
December, 189-202.

Rapert, Molly Inhofe and Wren, Brent M (1998). “Service
Quality as a Competitive Opportunity,” Journal of Serv-
ice Marketing, 12(2/3), 123-136.

Rayport, Jeffrey F and Sviokla, John J (1995). “Exploiting
the Virtual Value Chain,” Harvard Business Review, 73(6),
November-December, 75-86.

Redman, Tom and Mathews, Brian P (1998). “Service Quality
and Human Resource Management,” Personnel Review,
27(1), 57-68.

Rees, Chris (1999). “Team Working and Service Quality:
The Limits of Employee Involvement,” Personnel Re-
view, 28(5/6), 455-474.

Reeves, Eoin (1995). “Privatising Local Authority Services
in Ireland,” International Journal of Public Sector Manage-
ment, 8(4/5), 48-59.

Reidenbach, R Eric and Sandifer-Smallwood, Beverly (1990).
“Exploring Perceptions of Hospital Operations by a
Modified SERVQUAL Approach,” Journal of Health Care
Marketing, 10(4), December, 47-56.

Reisinger, Yvette and Waryszak, Robert Z (1994). “Tourists
Perceptions of Service in Shops,” International Journal
of Retail and Distribution Management, 22(5), 20-29.

Reynoso, Javier and Moores, Brian (1995). “Towards the
Measurement of Internal Service Quality,” International
Journal of Service Industry Management, 6(3), 64-84.

Rodger, James A and Paper, David J (1998). “An Empirical
Study for Measuring Operating Room Quality Perform-
ance Attributes,” Journal of High Technology Management
Research, 9(1), Spring, 131-157.

Roest, Henk and Pieters, Rik (1997). “The Nomological Net
of Perceived Service Quality,” International Journal of
Service Industry Management, 8(4), 336 —351.

Rosen, L Drew and Karwan, Kirk R (1994). “Prioritizing
the Dimensions of Service Quality,” International Journal
of Service Industry Management, 5(4), 39-53.

Roth, Martin S and Amoroso, William P (1993). “Linking
Core Competencies to Customer Needs: Strategic
Marketing of Health Care Services,” Journal of Health
Care Marketing, 13(2), Summer, 49-54.

Roth, Aleda V and Jackson, William E (1995). “Strategic
Determinants of Service Quality and Performance,
Evidence from the Banking Industry,” Management
Science, 41(11), November, 1720-1734.

VIKALPA ¢ VOLUME 29 e NO 2 ¢ APRIL - JUNE 2004

Rowley, Jennifer (1998). “Quality Measurement in the Public
Sector: Some Perspectives from the Service Quality
Literature,” Total Quality Management, 9(2/3), May, 321-
334.

Rust, Roland T and Keiningham, Timothy (1999). “Return
Quality at Chase Manhattan Bank,” Interfaces, 29(2),
March-April, 62-73.

Rust, Roland T and Zahorik, Anthony J (1995). “Return on
Quality (ROQ): Making Service Quality Financially
Accountable,” Journal of Marketing, 59(2), April, 58-71.

Ruyter, De K and Wetzels, Martin G M (1996). “Power of
Perceived Service Quality in International Marketing
Channels,” European Journal of Marketing, 30(12), 22-39.

Ruyter, De K and Wetzels, Martin G M (1996). “Two Sides
of the Same Story: Measuring Different Quality Percep-
tions of the Dyadic Service Encounter,” Total Quality
Management, 7(6), December, 595-604.

Ruyter, De K; Wetzels, Martin G M and Birgelen, Marcel
Van (1999). “How do Customers React to Critical Serv-
ice Encounters: A Cross Sectional Perspectives,” Total
Quality Management, 10(8), December, 1131-1146.

Ruyter, De K; Wetzels, Martin G M and Bloemer, Josee
(1998). “On the Relationship between Perceived Service
Quality, Service Loyalty and Switching Costs,” Inter-
national Journal of Service Industry Management, 9(5), 436-
454.

Ruyter, ] C De (1995). “Dynamics of the Service Delivery
Process: A Value based Approach,” European Journal of
Marketing, 29(5), 51-53.

Sargeant, Adrian and Asif, Saadia (1998). “Strategic Ap-
plication of Internal Marketing,” International Journal of
Bank Marketing, 16(2/3), 66-80.

Saunders, Ian W and Graham, Mary Ann (1992). “Total
Quality Management in the Hospitality Industry,” Total
Quality Management, 3(3), 243-256.

Saunders, Paula M and Scherer, Robert F (1995). “Delight-
ing Customers by Managing Expectations for Service
Quality: An Example from Optical Industry,” Journal of
Applied Business Research, 11(2), Spring, 101-110.

Savas, Sue Ann and Fleming, William (1998). “Program
Specification: A Precursor to Program Monitoring and
Quality Improvement,” Journal of Behavioral Health
Services Research, 25(2), May, 208-217.

Schlesinger, Harris and Von Der Schulenburg, JM G (1991).
“Search Costs, Switching Costs and Product Heteroge-
neity in an Insurance Market,” Journal of Risk and In-
surance, 58(1), March, 109-121.

Schneider, Benjamin (1994). “HRM—A Service Perspec-
tive,” International Journal of Service Industry Manage-
ment, 5(1), 64-77.

Schneider, Benjamin and Bowen, Davis E (1993). “Service
Organization: Human Resources Management is Cru-
cial,” Organizational Dynamics, 22(4), Spring, 39-52.

Schvaneveldt, Shane ] and Enkawa, Takao (1991). “Con-
sumer Evaluation Perspectives of Service Quality:
Evaluation Factors and Two-Way Model of Quality,”
Total Quality Management, 2(2), 149-162.

Schvanevedt, Shane ] and Enkawa, Takao (1992). “Varia-
bility and Quality Loss in Services: Concepts and Coun-
termeasures,” Total Quality Management, 3(3), 233-243.

163



Shan, Kamlesh and Mandal, Purnendu (1999). “Issues
Related to Implementing Quality Cost Programmes,”
Total Quality Management, 10(8), December, 1093-1108.

Shane, Blum C (1996). “Organizational Trend Analysis of
the Hospitality Industry: Preparing for Change,” Inter-
national Journal of Contemporary Hospitality Management,
8(7), 20-33.

Shankaranarayana, H V and Hebbar, Rajasekhar C (1999).
“Service Marketing Strategies of Karnataka Small In-
dustries Marketing Corporation: An Analysis of Per-
formance,” Small Enterprises Development, Management
and Extension Journal (SEDME), 26(4), December, 61-74.

Sharma, Neeru and Patterson, Paul G (1999). “Impact of
Communication Effectiveness and Service Quality on
Relationship Commitment in Consumer, Professional
Services,” Journal of Service Marketing, 13(2/3), 151-171.

Shemwell, Donald J and Yavas, Ugur (1999). “Measuring
Service Quality in Hospitals: Scale Development and
Managerial Applications,” Journal of Marketing Theory
and Practice, 7(3), Summer, 65-77.

Shepherd, David C (1999). “Service Quality and the Sales
Force: A Tool for Competitive Advantage,” Journal of
Personal Selling and Sales Management, 19(3), Summer,
73-83.

Sherman, H David and Ladino, George (1995). “Managing
Bank Productivity using Data Envelopment Analysis
(DEA),” Interfaces, 25(2), March/April, 60-74.

Sinclair, John and Arthur, Alistair (1994). “Inhospitable
Cultures and Continuous Management,” International
Journal of Contemporary Hospitality Management, 6(1/2),
30-37.

Sohal, Amrik S (1994). “Managing Service Quality: Devel-
oping a Vision and a Strategy,” Total Quality Manage-
ment, 5(6), 367-375.

Sohi, Ravi (1999). “Buyer/Customer-Perceptions-Decision
Making,” Journal of Personal Selling and Sales Manage-
ment, 19(1), Winter, 76-83.

Soterieu, Andreas C and Stavrinides, Yiannos (1997). “An
Internal Customer Service Quality Data Envelopment
Analysis Model for Bank Branches,” International Jour-
nal of Operations and Production Management, 17(7/8),
780-792.

Spreng, Richard A and Mackoy, Robert D (1996). “Empir-
ical Examination of a Model of Perceived Service Quality
and Satisfaction,” Journal of Retailing, 72(2), Summer,
201-215.

Stafford, Marla Royne (1996). “Demographic Discrimina-
tors of Service Quality in the Banking Industry,” Journal
of Service Marketing, 10(4), 6-23.

Stafford, Marla Royne and Stafford, Thomas F (1998).
“Determinants of Service Quality and Satisfaction in the
Auto Casualty Claims Process,” Journal of Service Mar-
keting, 12(6), 426-441.

Stafford, Marla Royne; Prybutok, Victor; Wells, Brenda P
and Kappelman, Leon (1999). “Assessing the Fit and
Stability of Alternative Measure of Service Quality,”
Journal of Applied Business Research, 15(2), Spring, 13-31.

Stauss, Bernd and Weinlich, Bernhard (1997). “Process
Oriented Measurement of Service Quality,” European
Journal of Marketing, 31(1), 33-65.

164

Stone, Sheldon (1995). “Eureka! What If We Treated Cus-
tomers as Customers,” Journal of Quality and Participa-
tion, 18(4), July-August, 94-98.

Storbacka, Kaj; Strandvik, Tore and Gronroos, Christian
(1994). “Managing Customer Relationships for Profit:
The Dynamics of Relationship Quality,” International
Journal of Service Industry Management, 5(5), 21-39.

Stuart, F Ian and Tax, Stephen S (1996). “Planning for
Service Quality: An Integrative Approach,” Internation-
al Journal of Service Industry Management, 7(4), 58-77.

Swan, John E and Bowers, Michael R (1998). “Service Quality
and Satisfaction: The Process of People doing Things
Together,” Journal of Service Marketing, 12(1), 59-73.

Sweeny, Jillian C; Soutar, Geoffrey N and Johnson, Lester
W (1999). “Role Perceived Risk in the Quality Value
Relationship: Study in a Retail Environment,” Journal
of Retailing, 75(1), Spring, 77-106.

Tang, K H and Zairi, M (1998). “Benchmarking Quality
Implementation in a Service Context: Comparative
Analysis of Financial Services and Institutions of High-
er Education,” Total Quality Management, 9(8), Decem-
ber, 669-680.

Taylor, Steven A and Baker, Thomas L (1994). “ Assessment
of the Relationship between Service Quality and Cus-
tomer Satisfaction,” Journal of Retailing, 70(2), Summer,
163-179.

Taylor, Steven A and Cronin, J Joseph (1994). “Modelling
Patient Satisfaction and Service Quality,” Journal of Health
Care Marketing, 14(1), Spring, 34-45.

Teare, Richard (1995). “International Hospitality Business:
A Thematic Perspective,” International Journal of Con-
temporary Hospitality, 7(7), 55-74.

Teare, Richard; Munro-Faure, Lesley and Munro-Faure,
Malcolm (1999). “Modelling Team Structures: A Ground
Approach,” International Journal of Service Industry
Management, 10(4), 380-394.

Teas, R Kenneth (1993). “Expectations, Performance Eval-
uation and Consumers Perceptions of Quality,” Journal
of Marketing, 57(4), October, 18-35.

Teas, R Kenneth (1994). “Expectations as a Comparison
Standards in Measuring Service Quality: An Assess-
ment of a Reassessment,” Journal of Marketing, 58(1),
January, 132-140.

Thomas, N Garavan (1997). “Interpersonal Skills Training
for Quality Service Interactions,” Industrial and Commer-
cial Training, 29(3), 70-78.

Tomkovick, Chuck and Al-Khatib, Jamal (1996). “Assess-
ment of the Service Quality Provided to Foreign Stu-
dents at US Business Schools,” Journal of Education for
Business, 71(3), January-February, 130-136.

Trent, Robert J (1999). “Achieving World Class Supplier
Quality,” Total Quality Management, 10(6), August, 927-
939.

Turley, L W and Kelley, Scott W (1998). “Comparison of
Advertising Content: Business to Business versus Con-
sumer Services,” Journal of Advertising, 26(4), Winter,
39-49.

Turnbull, Peter W and Demades, Maria (1995). “Marketing
Bank Services to Corporate Clients,” Journal of Marketing
Management, 11(1-3), January-April, 187-206.

Turner, Leslie D; Aldhizer III, George R and Shank, Mat-
thew D (1999). “Client Perceptions of MAS Quality as

BIBLIOGRAPHY



Measured by a Marketing-based Service Quality,”
Accounting Horizons, 13(1), March, 17-37.

Tyler, Katherine and Stanley, Edmund (1999). “UK Bank-
Corporate Relationship: Large Corporates’ Expectations
of Services,” International Journal of Bank Marketing, 17
(4/5), 158-171.

Van Dayke, Thomas P and Kappelman, Leon A (1997).
“Measuring Information Systems Service Quality: Con-
cerns on the use of the SERVQUAL Questionnaire,” MIS
Quaterly, 21(3), June, 195-209.

Van Wyk, Mike F (1999). “Quality of Corporate Governance
in South Africa: Comparing the Parastatal and Listed
Industrial Corporations,” South African Journal of Busi-
ness Management, 30(2), June, 48-65.

Varey, Richard J (1995). “Internal Marketing: A Review and
Some Interdisciplinary Research Challenges,” Interna-
tional Journal of Service Industry Management, 6(1), 40-
64.

Wager, Terry H (1997). “Is Labour Management Climate
Important? Some Canadian Evidence,” Journal of Labor
Research, 18(1), Winter, 163-175.

Wakerfield, Kirk L (1994). “Importance of Servicescapes in
Leisure Service Settings,” Journal of Service Marketing,
8(3), 66-77.

Walbridge, Stephanie W and Delene, Linda M (1993).
“Measuring Physician Attitudes of Service Quality,”
Journal of Health Care Marketing, 13(1), Winter, 6-16.

Watson, Richard T; Pitt, Leyland F and Nel, Deon (1993).
“User Satisfaction and Service Quality of the IS Depart-
ment: Closing the Gaps,” Journal of Information Techno-
logy, 8(4), December, 257-266.

Watson, Richard T and Pitt, Leyland F (1998). “Measuring
Information Systems Service Quality: Lessons from Two
Longitudinal Case Studies,” MIS Quarterly, 22(1), March,
61-80.

Wells, Brenda P and Stafford, Marla Royne (1997). “Insur-
ance Education Efforts and Insurer Service Quality,”
Journal of Insurance Regulation, 15(4), Summer, 540-548.

Wels-Lips, Inge; Ven, Marleen Van De and Pieters, Rik
(1998). “Critical Services Dimensions: An Empirical
Investigation across Six Industries,” International Jour-
nal of Service Industry Management, 9(3), 286-310.

Wetzels, Martin and Ruyter, De K (1995). “Measuring
Customer Service Quality in International Marketing
Channels: A Multi-method Approach,” Journal of Busi-
ness and Industrial Marketing, 10(5/6), 50-60.

Wetzels, Martin and Ruyter, De K (1998). “Marketing Service
Relationships: The Role of Commitment,” Journal of
Business & Industrial Marketing, 13(4/5), 406-424.

VIKALPA ¢ VOLUME 29 ¢ NO 2 « APRIL - JUNE 2004

Williams, Christine S; Saunders, Mark N K and Roy, VW
S (1999). “Understanding Service Quality in the New
Public Sector,” International Journal of Public Sector
Management, 12(4), 366-381.

Wisner, Joel D and Corney, William ] (1997). “Empirical
Study of Customer Comment Card Quality and Design
Characteristics,” International Journal of Contemporary
Hospitality Management, 9(3), 110-116.

Wisniewski, M and Donnelly, M (1996). “Measuring Serv-
ice Quality in the Public Sector: The Potential for SERV-
QUAL,” Total Quality Management, 7(4), August, 357-
366.

Wright, Alex (1997). “Public Service Quality: Lessons Not
Learned,” Total Quality Management, 8(5), October, 313-
321.

Yasin, Mahmoud M and Zimmerer, Thomas W (1995). “Role
of Benchmarking in Achieving Continuous Service
Quality,” International Journal of Contemporary Hospital-
ity Management, 7(4), 27-33.

Yavas, Ugur and Bilgin, Zeynep (1997). “Service Quality
in Banking Sector in an Emerging Economy: A Consum-
er Survey,” International Journal of Bank Marketing, 15
(6/7), 217-224.

Yuksel, Ekinci and Riley, Michael (1998). “Which School
of Thought? The Dimensions of Resort Hotel Quality,”
International Journal of Contemporary Hospitality Manage-
ment, 10(2), 63-68.

Zanetti, Caremen (1998). “Managing Change: Focus on
Improving Service Quality and Information Manage-
ment,” Australian Journal of Public Administration, 57(4),
December, 3-14.

Zeithaml, Valarie A and Berry, Leonard L (1996). “Behav-
ioral Consequences of Service Quality,” Journal of
Marketing, 60(2), April, 31-47.

Zemke, Ron (1997). “Getting Back on the Track,” Manage-
ment Review, 86(3), March, 15-17.

Zocco, Dennis P (1993). “Quality Grid Approach to Eval-
uating Service Contract Performance,” Review of Busi-
ness, 14(3), Spring, 24-30. \W*

K Manjunatha is a Librarian at TA Pai Management Institute,
Manipal. A Ph.D. from Mangalore University, he has organized
workshops for librarians and published many articles in Library
Science journals.

e-mail:manjunath@mail.tapmi.org

165



Copyright of Vikalpa: The Journal for Decision Makers is the property of Indian
Institute of Management and its content may not be copied or emailed to multiple sites
or posted to a listserv without the copyright holder's express written permission.
However, users may print, download, or email articles for individual use.



