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The antecedent factors to responsiveness dimension

Kim, Young—Hoon-Chun, Byung-Gil

S{A80{ : SERVQUAL, W54, B84 8789, AMu|x= 34

Abstract : Despite the popularity and continued use of the SERVQUAL model, managers hardly diagnoses
and improve the quality of services under their control. Because SERVQUAL model failed to propose the
specific clues for improving service quality. The goal of this study is to explore the antecedent factors of the
five SERVQUAL dimensions, especially responsiveness dimension to improve the service quality. With intensive
focus group interview of restaurant employees, authors found that Physical facilities and Service process are the
antecedent factors of responsiveness dimension. The result of this study indicate that managers have to get
attention on physical facilities and service process to improve the service quality.
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