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<Abstract>

Measuring Expectations in Assessment of Consumer Satisfaction
by SERVQUAL

Sunhee Lee”, Kui-Son Choi”, Myung Guen Kang”, Woo-Hyun Cho”
Department of Preventive Medicine, Medical College of Ewha Womans Univ"
Graduate School of Health Science and Management, Yonsei Univ”
Department of Preventive Medicine, Medical College of Yonsei Univ®

The SERVQUAL scale is based on the gap theory, which indicates the difference between
consumers’ expectations and their actual performance. In SERVQUAL scale, the
expectations are defined as a “feasible ideal point”(ex, An Excellent hospital has up-to—date
equipment). But empirical research identified important problems concerning the conceptual
definitions of expectations. They suggests the usage of “desired expectationé”. Desired
expectations are defined as the level at which the consumer predict the service that the
organization they visited will perform(ex, (OO hospital has up-to-date equipment). The
purpose of this study was to compare the feasible ideal point expectations with desired

expectations in assessment of consumer expectations using SERVQUAL scale.
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We developed two types of questionnaires @ (1) to measure feasible ideal point
expectations, (2) to measure desired expections. Questionnaire were distributed to
ambulatory patients who used the medical service. Total 329 patients participated the
hosiptal satisfaction questionnaire(167 for feasible ideal point expectations, 162 for desired
expectations).

The major finding is as follows : (1) the SERVQUAL scale which was computed by the
feasible ideal point showed the higher explanatory power in consumer satisfaction (R*=0.26)
than the other identified alternatives(desired expectation, R’=0.11). The results of a study
suggests that the feasible ideal point were more conceptually suitable to assess of consumer
satisfaction using SERVQUAL scale.
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