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Customer Perception Service Qualify.
Measurement & Improvement

Shou Zhigang'. Zhang Xuelan’
(1.School of Economics & Management. Wuhan University. Wuhan 430072, Hubei. China;

2.School of Finance & Insurance, Zhongnan University of Finance & Law)

Abstract: This study defines customer’ s satisfactory and dissatisfactory experience as critique
incident and develops a method based on critique incident technique for measurement and improvement
of customer’ s perceived service quality. This approach is composed by four sequent steps, and
identifies the incentives of critique incident and manages customer perceived quality from four
perspectives, that is, “customer’ s perception of service outcome”, “employee’ s response to failure of
service system”, “employee’ s response to customer’ demand”, “employee’ s spontaneous behavior”.

Key words: perceived service quality; critique incident; measurement



