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ABSTRACT 

Global economies are progressing from being industry and 

manufacturing based to being primarily dependent on services. Quality of 

services have been the focus of research primarily during the last two 

decades. The nature of services remain unexplored and consensus is lacking 

among researchers regarding the factors that influence the quality of services. 

However, they are convinced that service quality can lead to business growth 

and profitability. 

This study was undertaken with an aim to address this gap in the 

service quality literature. A model of the service delivery model has been 

constructed. Customers are the final arbiter of service quality. In order to 

improve and enhance the quality of services, their perceptions must be 

captured and analysed. Accordingly, literature pertaining to the measurement 

of service quality was scanned. Popular questionnaire was adopted, modified 

and extended in order to assess the quality of services being delivered in five 

cases. This addressed an important objective of this study. 

The distinction between service quality and customer satisfaction was 

read from extant literature. Customers' satisfaction was measured along with 

their post-consumption intentions. These measures provided data for 

empirical examination of the relationship between the determinants of service 

quality, customer satisfaction and post-consumption intentions. 

How do customer satisfaction and post-consumtion intentions in one 

period affect their intentions at a later period? In order to address this issue, 

the temporal relationship between customer satisfaction and post- 
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consumption intentions at two points in time was examined using a causal 

path framework. 

Conceptual models were constructed in order to study the causal 

relationships. The structural equation modelling technique was employed to 

test how well the model was endorsed by the collected data. 

The study was undertaken at a restaurant and at an educational 

institute. Students are the primary customers of educational services. 

Accordingly, t heir perceptions o f service q uality w as measured and used t o 

examine how the quality of various sub-services affected students' overall 

perception of the quality of services being delivered at the institute. 

This study is likely to be useful for service managers especially those 

managing educational institutes in assessing the deficiencies in the quality of 

services that they deliver. They can also explore the factors that influence 

customers' perceptions of service quality and manage the same to ensure 

business growth and success. The study provides useful directions to 

academicians and researchers in investigating issues related to service 

quality, therby extending the knowledge base in this area. 
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