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Estimating Service Quality in a Meta—Analysis

Kim Yul-Sung

Department of Logistics Engineering

Graduate School of Korea Maritime University

Abstract

This study investigated the conceptualization and measurement of
service quality and the relationships among service quality, consumer
satisfaction, and repurchasing intentions, because previous literature
disagreed in estimation method, measuring scale, and overall model for
service quality. The resulting model then was tested using meta—analysis.
The Meta—analysis enabled the empirical investigation of a model
involving several constructs that had never been examined simultaneously
within an individual study.

We dealt with second issues in the area of perceived service quality.
First, the SERVQUAL scales were compared with the SERVPERF scales
by t-test. Second, the SERVQUAL model was compared with the
SERVPERF model by meta—analytic correlation coefficient values using a
LISREL model. Finally, managerial implications and future research

directions were discussed.
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A3 % AT R 2Py

A1d AT 59 3 a4

1. TR AA]

AFoNA AFH A 2 SAWH] M AuaFdo] AAH Mu|AEL, 1A
W AT o e 7ke] wAlo] dia] ol Welw Qe DA A
WA ATREe A enA B

w Ao A R obef <™ 3-1>3 o] it

<19 31> AR

Weighted SERVPERF Weighted

SERVQUAL |1 sepvaual SERVPERF

NEIL:]
MHlAZH
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A

MEIAZE

(n,)

= Aol AAE AFEES AAE] AuRE, AHAEE SAYEER
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8 AR, AN AW AEAL wABE Prjlre] o4 9

2. A7 43

Aol ArdaE AaFsty] s e 7HdEs dAste] & Al

A vebd Aot AgaTe] AdE vl Baxp gk $-4, PZB(1992)%
McAlexander et al.(1994)¢] Ag-ollA yepd Aol o] A zpg AMu| 2354}
AAA Mul=Fd, w5, Fuje] Alole] AFAAE BT BAAH =
Aol Aulz AbglEoe] whel tha Aol UAINE HAHOR RE AR
7F freldk Ao veha vk wheba], E dFelAle Az ARaEde A
Al Au ~F e FAHA] FFE vFtkE HEE A 2

H,OHD): AZ4| Au2FE e AAH Au2FAd 383 A 9FS 13 A
ot}

o,
%
>,
rlr
S8
flo
re
-
il
o,
o
=
(i,
rO
-
iin

Hl2Edo]  wiFeo]l AAWsdts AFAdr7E Al RAow  yerytt)
C&T(1992)= AMn|=Fde] Jidy F2gwHol] #3k AFAFoA] Au]|2=EA o]

W5 MY 219 W Fth £F g BE AFIAE ol du A4 A4
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H7re] Apol7p AulaF Ao IS WAL AU EFE S TA] Tk
AttE AT A3E AAskar 2 tH(Spreng and Mackov 1996). &3 o], A5
3, AAA(1996)2] AT ML MulAE o] mARES] JFS v]Aw [HEo]
ALGaA Fuje) et g IS n vk AdE -7 v Aus et

of A xAE B3 AZE

N
o2
ot
o
=

al al
o], PZB(1988, 1992)¢} W=hs o] dh= AgollA = o]} vtz wh<ho] AH]

LR, A7 MHAEFAE At 2Rk Ao e SR S

M

Ch= A2 oA Ao A ¥re] 7l AR o]t (Cronin and Taylor 1992, Boulding et
al 1993). P}z7EA]2 Woodside, Frey and Daly(1989)9] d-ellAl= A+-vl2 =
Gl Ao An|=FAe] A4 u AN dek Atole] AAE AFoRE Bt
it A7 AR uARSS AulaEd FdI Aol Al o] FAMSG
Ao 2 Yesth olfd dddTE EdE AAAHA Au=Fde Fujol o

TR G wATE HEe dge) Bt

=

4, Newman and Werbel(1973)2 &=

al
¢ sbsel Arke A AZIAL. T B AT BUST 2ve)

30~90%7F 1 FEE ATmiskA oy o= A Bol FAT Oliver(1980
1999)= A ) S e(oyalty)tt A7-v, AAF 53 22 HFE AFTHUTE
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$Ad, WA S48 e AN g TS wF A dd dvsa
oA BAHE e MulaF A B A A7 dd dTES
MEHez #3834 A9 & (quantity and quality)& 50171 9]8A

9|9 stA] FoNA Journal of Marketing, Journal of Marketing Research,
Journal of International Management, Journal of Service Marketing, Journal of
Health Care Marketing, Journal of Business Research, Journal of Marketing
Education, Total Quality Management 59 AES z} W=z g@xxog Ak
Hya FAAR] Aol AAE] =EE e dTeEs AFE FHsI
FHE AFEEe AAVIZFS PZBel &4 SERVQUALe] 7ldtsl o] %<l
1988 A A A 7FA = 3F T}
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<3 4-2> Meta-Analysis 12} HE Ao} EA4 A%

2017+ 2 67 & | Sample 4 | OO | e AETES
r Observed 7

WSQ 5 881 0.944 0.901< p <0.987
SF 6 1213 0.741 0.648< p <0.834
SERVQUAL WSF 6 881 0.652 0.637< p <0.667
(SQ) 0SQ 10 1850 0.489 0.372< p <0.606
SAT 10 1646 0.474 0.348< p <0.600
PI 7 1122 0.355 0.248< p <0.462
SF 5 881 0.754 0.703< p <0.805
Weighted WSF 5 881 0.595 0.529< p <0.661
SERVQUAL 0SQ 6 1227 0.408 0.249< p <0.567
(WSQ) SAT 5 881 0.415 0.144< p <0.686
PI 5 881 0.321 0.188< p <0.454
WSF 5 881 0.905 0.838< p <0.972
SERVPERF 0SQ 11 1984 0.584 0.472< p <0.696
(SF) SAT 14 2619 0.604 0.504< p <0.704
PI 12 2196 0.443 0.328< p <0.558
Weighted 0SQ 6 1227 0.490 0.345< p<0.635
SERVPERF SAT 5 881 0.467 0.264< p <0.670
(WSF) PI 5 881 0.303 0.110< p <0.494
0SQ SAT 10 1902 0.732 0.641< p<0.819
(Overall service) PI 8 1652 0.442 0.297< p <0.587

Satisfaction
PI 15 2956 0.512 0.380< p <0.644

(SAT)
SQ = SERVQUAL, WSQ = Weighted SERVQUAL, SF = SERVPERF, WSF = Weighted SERVPEF,
0OSQ = Overall Service Quality, SAT = Satisfaction, PI = Purchasing Intention

12 W3S AX Yeid 77 A2 A3AS 2 oA Hoe] FEARS 9]
&3 7}EX(N-3)Z o] &34 Z-H3transform) FE| = v}t o= Z-W3h

of ols MAREZ WE F 9lv] WEelh X ATl AXHom Aget
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F il Z-Wgo] AR Ee] sphg-H, kel ol =1/(N-3) ¢

%
o mebd, @aEsleld ARgEE Z o slEe fEael (N-3) o Ht}

o
do
4

(Snedecor & Cochran 1980).

S
=
N
als
-
2
—H
K-
X
39‘,
&
+
ri
Lo
r

=% A Z-transform.

N, = 7 k¢ sample size

ol& A Fall W Z-transform HWEZ A= HFE A2 meta—analytic A TE

W 3tsoF 3t} (Hedges and Olkin 1985).

1

33 WS Z=
2log,(1+r)—log,(1-r)]

NO—). S st 7

T A FEE HIY g9 HoRRH r& Fojuld wR Z2RE r& T
EIEaR =
A=, AAEFEAM  olg&E  HFZS  meta—analyticd A
2z)—1
_SxpCD o e gy ey
exp(2z)+1

= Ao, A= <F 4-3>7 o] vehdh
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<¥E 4-3Meta-Analytic @A L.oF

SQ WSQ SF WSF 0SQ SAT PI
SQ -
wSsSQ r 0.737 -
k 5
N 881
SF r 0.630 | 0.638 -
k 6 5
N 1213 881
WSF r 0.573 | 0.534 | 0.719 -
k 6 5 5
N 881 881 881
0sQ r 0.454 | 0.387 | 0.526| 0.454 -
k 10 6 11 6
N 1850 1227 1984 1227
SAT r 0.441 0.393 | 0.540| 0.436| 0.624 -
k 10 5 14 5 10
N 1646 881 2619 881 1902
PI r 0.341 0.311 0.416 | 0.294 | 0415| 0.472 -
k 7 5 12 5 8 15
N 1122 881 2196 881 1652 2956

ri 7bs AEAS ke 2 B4 918 AFEE A9 45, N F sample
2. 344 AA(Homogeneity tests)

ojA] o] AL vehd AFadrt 3 FAHolgta wak 4 QA
9] FZ& A (homogeneity) H+= "B ARE S 33t o] @A (heterogeneity) S 3
Aate] Ao BRAES Fofstolof st S, oF dEhe] wERRA] Ao o3
L Z% meta-analyticst FHATE AMEEA T4 AR Bl EA] HEgE of 2

744 #Ale] sbs@Ae] Bgge ofvd,
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Weighted SERVPEEF,

0.6257
0.9941
0.2427
0.9889
0.4723
0.8898
0.5213

p—value

af
10
14

Satisfaction, PI = Repurchasing Intention

7.110
0.442
12.670
0.581
8.628
2.948
14.387

0 A%

Weighted SERVQUAL, SF = SERVPERF, WSF

Overall Service Quality, SAT

oA
SQ - 0SQ

WSQ - 0SQ
SF - 0SQ
0SQ — SAT
0SQ - PI
SAT - PI

WSF - 0SQ

SQ = SERVQUAL, WSQ

0SQ
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meta-analytic F#AT #E ©l
GalA FEEIEAS FIH. FREIBA A, dA 28 gl wE AR
2o AAAGLoA Zfo]7} Tt o]F 9 . ATt A=

EtA S FAlA dojd 7 AR R TE W 3 F(N=1406)% Ap&-gr}
Az A =Fd3 AA A A =Fd, WS Fujee GO 1A
w3t MEe AR fletel FERUAA EdS AdAsial, LISREL 8 sj71A4&
ol-gato] BTt 2 Ao A FEEH(overall modeDS HAFI A3
GFI = 0.9301, AGIF = 0.8368, RMSR = 0.05126, CIF = 0.9279, IFI = 0.9280,
Chi-square = 4889.3315(df = 21) P = 0.00 Zt& <3 4-5>¢F <a9 4-1>3

_o‘lr‘
rlr
-z

o
k1
N
N
off\
flo
td

©

©

A1 TheAe] An, a3

olN

5 o g ge @S] 9|
HAS A7 7] wiEel ot $dE WA o= Chi-square #holl JEIE
AL wg- sk, e o 7 RdASsE @4 aelajop k(A w,
1996). o]l uwig} ¥ A9 Chi-square #oll W& 5 o]e] & R

A3e] GFI, CFI, NFI, IFI o] B7F7lEe] He= 0.90] 23 sAY

S
oldel #he ZHAAL vk wEbA, AAA] Rl A= BYe Aow

fue 4 A0
SERZL
AAA Aul=Fd (1) = B,SERG) + ¢
ok = (n,) = 18120SQ(772) + 4/2
- oW o = () = B,SAT(n) + B,080(n,) +
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% 45 FRUAA ATRY 9 eSS Ay
oA AotE A= | LISRELFA X T % SHLLA | A A AF

ARl =Ed S

2 0.7206 19.0351 | 0.0379 A e
xq;q]ﬂ Aﬂa]/\—Lxl

AAA e =Fd >
B, 0.6240 23.0746 | 0.0270 A el

—Z
e

AAH A 2EL S
By, 0.1973 6.5478 0.0301 A
Fohe)

B | B > o= 0.3489 11.2320 | 0.0311 A =

* 28 p < 0.01

<1F 4> FEEY B2AE5

Weighted Weighted

SERVQUAL |1 servaual SERVPERF

(19.035)

0.348xx
| (11.232)

s S
MHIASZE
(17,) (6.548)

0.624*x*
(23.075)

*:p <.01, 1 p <.001

woAel A Alg MELHDS AuAELe AR A sE

i
=2
o[d
ox
X
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9 GFS wATE RolAth. BHARE <Y

o] AAA AM2EA WAL JFHEe] 4

4 - 1>°ﬂ/\1 /\l-_p‘litq }\-1}:]]/\4-’-21
BEAG Fho] 0.7210]aL, tZko]
19.0352 4 F945 99%lA 714

1
e, FH2HDE AAH AMsEAe wEd FPHA 9T

F& MAtE
Aolint. kAR AAA An|=FAs whate] BAANE duRd A=
Al Fhol 0.6240]aL, tghol 23.07524 frelaE 99%00A 7Hd 2% AA = At
o= MuaFAI T3] @A WA E B2 AFEe] dutd A7 A
HEg AL glo] tha EzeE Aol AR He AT s A

HaERe) WEe] AUk ATAI} AWHe A LA Azt

o2 7HE3(H3)E AAA Mujagde ko] SAAd dgs v
s Aoldth. <29 4-1>0A Auwd A MujaEFdo] Fujelie n
A QHEE A FRASF el 0.1970]aL, tgho] 6.54824 FIFFE 99%
oA 74 3& AAHUTh wxEte R, FH4(H)E aRSo] Fujolre] F
A FFE AT Aotk A=A Fhol 0.348°]aL, tHke] 11.232=A4
FFAFE 99%91A 7Hd 4= AAEHRT ol AT @dd] Ad7Ha e T

J%, FAE B HFFHWUS i HARFEA WHo Fo M QA3

Qb AGtEA oA B o], Mu|AEAS S W uel FE2AS
Zroly} Jakz ¢ So] dupubEo] xlolE Hol=x] mherslr] 984 SERVQUAL
¥} SERVPERFE YrojA AFE238 S v]als)] Kk
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<719 4-2> SERVQUAL S=AH}A]& o] &

Weighted
SERVQUAL SERVQUAL

A
NHIASE

0.624%~ :
(22.911) (6.554)

x: p < .01, »*: p < .001
Chi-Square= 199.365(df=4), RMSR=0.089, GFI=0.950, NFI=0.929, IFI=0.930

A, <™ 4-2>¢] SERVQUALS S84 S o83 725d 242434E
A H A, GFI = 0.950, AGIF = 0.811, RMSR = 0.089, CIF = 0.930, IFI = 0.930,

o
N
o

Chi-square = 199.365(df = 4) P = 0.00 ¢ A= AAAQ el

Rt Bgean, 2 42E BE 4949 st 9 A0® vebgth 2

Lo

of WalM A Au, AulaEast AAE AquaEde] dugAel

oM,

=
2 0.6370]aL, ofol e t#he 17.031°]th whRZbA R, A Au s

o,

A - aANEY AZAS S 0.624, t3E 22911, AAA Au|~EA - A
mjolw= o] AZAF S 0.197, t3hS 6.554, AATE _ A Fujolre] ARA
e 0.349, t3FS 11.2320]t},

PR AA ATEFANA LFAL FrIFE % AANH mae] 4Fgwe] of
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<71¥) 4-3> SERVPERF WS o] 83 7228 £ 43
Weighted
SERVPERF SERVPERF

A
NHIASE

0.624%~ :
(23.117) (6.548)

* p <.01, **: p <.001

Chi-Square= 110.122(df=4), RMSR=0.079, GFI=0.971, NFI=0.958, IFI=0.960

A 2, <19 4-3>9] SERVPERFS] F4%2S ©

oo
o
-
BN
il
ot
i
X

A¥E AH R, GFI = 0.971, AGIF = 0.890, RMSR = 0.079, CIF = 0.960, IFI =

2FA - AR ABAS e 0.624, t32> 23.117, AAH Mu=FA -
A=) ARAS T 0.197, tihS 6.548, LA — APl A=
AG Fh& 0.349, tghe 11.2320]th

<Y 4-2>9 <9 4-3>% vaEd Aeud, dAHoR IA FolAA
%]

G EAReR 2 Al Aol wAsA @ A, %
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