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ABSTRACT

A literature review has indicated that a
majority of scholars tend to define quality as
“satisfying customers needs’. That is, the
so-caled excellent service quality provided
by a company must meet customers needs.
The present study attempts to develop a new
service quality instrument called SQ-NEED
from Madow’ s theory of needs. The results
from empirica analysis suggest that the
SQ-NEED not only has a theoretical sound,
but also possesses a reasonable reliability and
vdidity.
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SQ-NEED -

information.

28.1 canlearn from ___ '’ sservice contents (investment,...etc.).
29.Employees let me know the related information and knowledge|
of service contents.

Aesthetic needs

30. ' sfacilities possess a sense of beauty of the arts.
31.Materials (brochures,...etc.) associated with possess a
sense of beauty.

32.Surroundings of possess a sense of beauty of nature.
33.Employees are elegant and refined in speech.

Physiological needs

1.The environment of makes me feel comfortable.

2. ' s service makes me feel convenient.

3 ' sresources (service counters, auto teller machines,...etc.)
are sufficient.

4Employeesof ___ give me prompt service and make me not
wait too long.

5. responds my requests quickly.

Safety needs
6. Employee’ s expertise is able to solve customers problems.
7. Employees’ capabilities and behaviors are dependable.

8. provides service (contracts,... etc.) as promised.

9 dways keeps its promise to dea with
customers' problems.
10. stresses customer* s personal privacy.

Belongingness/love needs

11.Employees always treat me as their friend.

12._ can establish long-term relationships with customers.
13.Employees aways use customers ways (local language,... €tc.) to
communicate.

14.Employees can give customers individual attention.
15.Employees understand the needs of their customers.

Esteem needs

16.1 have the feelings of self-esteem after
(praises,... etc.).
17.After receiving
this company.
18.1 receive VIP treatment in
19.Employees are polite and courteous.

s savice

' s sarvice, | am confident of choosing

20. always keeps customers' suggestions in mind.
Self-actualization needs

21.1 have afeeling of growth after ' sservice.

22.| appreciate ' s service or products very much.
23.___ often participate the activities about the social fairs.
24, employ some handicapped person to serve.
25._ emphasizes the problems of environmental protection.

Knowledge/under standing needs
26. often provides new service contents.

R n=434 n=392
N=222 | sp-NeeD | servQuAL | N=197 | so-NEED | SERVQUAL
419 67.96 | 63.72 66.92 | 66.54
(n=56) (n=47)
79.39 | 65.47 64.95 | 77.49
(n=57) (n=47)
72.41 | 66.42 69.78 | 68.57
(n=56) (n=44)
63.70 | 48.78 59.92 | 60.55
(n=53) (n=59)
N=212 N=195
407 81.34 | 57.28 66.56 | 68.97
(n=57) (n=61)
68.82 | 57.96 72.23 | 67.08
(n=50) (n=41)
67.30 | 42.59 65.93 | 58.52
(n=52) (n=45)
67.88 | 60.94 50.24 | 49.20
(n=53) (n=50)

27. often provides new domestic/internationa financial




