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Abstract: The starting point for the considerations madth@article is to compare such categories as ptagliality
and service quality. An essential part of analisidevoted to the relation of quality of servicelaatisfaction with the
service. In the article discusses the grounds sifjdérg and preparing customer satisfaction suofesgrvices.

1 Introduction - Technical quality (what?”) — and thus the quality of
Quality is perceived as a strategic tool by leading the outcome of the provision that was the subjéct o
service providers. It should be stressed that oays the service, which is perceived by the customea as

economy a customer is a major "engine” of the dpeya result of its interaction with the service provider
companies. The customer determines whether the Functional quality (how?”) —i.e. the evaluation of the

operators will remain on the market and/or will elep. implementation process of this provision.
Thereby ensuring an appropriate level of qualipuiees - Customer expectations with regard to both these
Conducting the evaluation of customer satisfactiom dimensions formulated before the initiation of the

monitoring changes in this level. The more that the implementation process of the servickngine’).
satisfied customer manifests not only a higherimgtiess The perceived quality of service becomes therefore
to re-use the services (and therefore it is charized by dependent on: the final result of the provisior, tianner

a higher rate of loyalty to the service providén)t also to  ©f this provision implementation, as well as on degree

recommend these services to other customers [4]. of discrepancy between the assessment of the oatcom
and the method of the service implementation made b
2 Quality of service and satisfaction with the customer, and the expectations, which in @ato

the result and the way of the service realizatibe t
service recipient formulated. Thus, the categorguality

for services should be associated with customer
satisfaction with the service (figure 1). And it is
connected with satisfaction, identified with théjsative,

d d h t d level of idenif motional condition appreciably by the individuaiedto
de}ggn Ing or;' N na_ureih an evef of iden I'tle' e comparison of the real process of completiothef
eliciencies. However, In the case of SErVICeS Sit o yica with the expectations held by the individima
extremely rarely possible to refer to a set of #jwec

. : .~~~ terms of this service [3]. Hence, in this articlewas
parameters. This stems mainly from the specificify decided to focus aftention on the issue of the

provision, which is a service. Qody and que [1y Pa8measurement of customer satisfaction in relation to
attention to three characteristics of services, ctvhi logistics services

contribute to the fact that service quality is idifft to
delimit and to measure. These are: service intditgib
performance heterogeneity, and customer-producgr
inseparability.

In the case of the service - justification is theare not
so much discussing thabjective quality of servicg but
rather the perceived qualityAccording to theclassical
recognition of Gr_énroos [2]' [8] the SerViCe quality Of course, in the literature there is a varietyottier service quality
assessment carried out by the customer in each c %els. F’or instanceAttribute service quality model (Haywood-

depends on such factors as: Farmer),Synthesized model of service quality (Brogowicz, Delene and
Lyth), Performance Only model (Cronin and Taylor)ldeal value model
of service quality (Mattsson), Evaluated performance and normed

services
The quality of material products (of specific gopits
usually determined in reference to the standam gizhe
technical parameters established for a particidsggory
of articles. The class of product quality is detemd

M easures of customer satisfaction
According to the argument presented above,
satisfaction with the services should be regarded a
the result of10]:
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customer needs,
the whole experience related to the use of
particular type of product / service,

personal experience) will be influenced by, firstly

the image of the provision (which the client uses o
intends to use) created by the service provider by
the

marketing through the media, secondly,
opinions of other customers that are transferred.

(= Personal customer

needs
Information on the
services provided
by the service
provider
Customer
experience of the
past with this type

The service

implementation

of service
e :
Technical d_Funct_l onalOf
dimension of Imensions

service quality
(the method of
providing the
service

service quality
(the result of
service)

o

Expected

v

Service receivea

quality of
service

Per ceived quality of service
(individual assessment of the quality of service)
= going beyond customer expectations (surprisin
quality)
= meeting customer expectations (acceptable qualjty)
= failure to meet expectations (unsatisfactory qualify)

Figure 1 Perceived quality of service [7]

customer expectations, which (apart from the

providing the customer adulterated (idealized) immag
a of the standard of services, on the basis of witieh
level of expectations is formulated,

incorrect identification (wrong diagnosis) of custr
needs and expectations by the service provider, and
thus the implementation of activities that do natem
these needs and expectations,

defective, in relation to customer expectations
assessment, quality of service specification - twhisc
synonymous with the appointment of defective qualit
standards in relation to the implemented proviges

it is the case when the activities carried outhie t
course of providing services are focused on satigfy
insignificant customer expectations, as a resudt th
service can meet the needs of the client, butwap
that does not meet his expectations),

failure to meet quality standards by the providathe
service (negligence in the implementation of the
provision of services by the service contractor).
Hence, it is advisable that the study aimed to omeas
customer satisfaction with the services, includes:
identifying the needs of customers, their expeatatiand
requirements, both in terms of the expected efiédhe
service, as well as the way of its implementation (
verifying that previously made assessment is cbrirec
this regard),

gathering customer feedback regarding the outcamie a
the method to implement the service,

the analysis of the degree of discrepancy between t
assessment of the outcome and the method to impteme
the service made by the customer, and the expeasati
which in relation to the result and the way of geevice
provision was formulated.

The low level of divergence of expectations in tieta to
the perception of the service received will prove a
appropriate level of quality and a high level osmmer
satisfaction. However, unless, in the case of fadtisfied
significant expectations, it is especially necegsty
recommend the actions aimed to monitor the level of
customer satisfaction, for the purpose of maintgjrthe
quality provided, then in the case of minor expéote it

is possible to talk about determining the areaghef
service, from the provider's point of view, in whic
giving up certain activities, the company can seekt

Thus, in the customer assessment service qualigvings. On the other hand, in a situation in wisidhigh

deficiencies (so called "quality gaps"),
responsible for the formation of the perceived lleve
satisfaction, can arise due to [6]:

quality model (Teas),Attribute and overall affect model (Dabholkar),
Model of perceived service quality and satisfaction (Spreng and
Mackoy), PCP attribute model (Philip and Hazlett),Retail service
quality and perceived value model (Sweeney, Soutar and Johnson),
Service quality, customer value and customer satisfaction model (Oh),
Antecedents and mediator model (Dabholkar, Shepherd and Thorpe),
Internal service quality model (Frost and Kumar)lnternal service
quality DEA model (Soteriou and Stavrinides) [9].

which arelegree of discrepancy will be diagnosed betweerhetred

of customer expectations and the quality of sesvitey
perceive — in the case when these expectationsare
relevant, the organization does not require, orsdoet
recommend any action. If, however, the expectatanes
attributed to the high level of significance by the
customers, then in relation to these particulametss /
dimensions / aspects of the service it is necegsaigok
for the opportunities to improve quality of servié®or a
clear recognition of the above conclusions a matfix
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satisfaction was construcfedwithin which a declared exhaust the complexity of the issues, nor constitat
significance level of the individual elements/dirsems/ recipe for the solution to all problems associatét this
aspects of the service by customers was includediei type of research. In addition, a detailed constiitamais
as the degree of the expressed in relation to themquired by issues such as:

satisfaction from customers (Table 1). - When (how often)to study customer satisfaction?
- Who to entrust the study?
Table 1 Matrix of satisfaction - Who should take the study? (carrying out the
('”ﬁ?r;:f;zgaeém‘& (s‘r%”'rf]'gi“sgm‘& exhaustive study or based on the selected sample?)
High level g g - What tools should be used? (standardized or
of quality NEEDLESS ADVANTAGE individualized?).
per ceived SURPLUS: the area to take Regardless of the decision taken, it is advisalde t
@ stbg'mer areasgfvis:;smh'”g m?ﬁ;ﬁ?{:giﬁé’gﬁiﬁ; the customers, who were included in the study, were
Y e o e fairly and timely informed of the purpose and olijes
(insignificant elements, | (significant elements, of the study. As the practice proves (in termsetifbility
low satisfaction) low satisfaction) and quality of the collected data) a strategic pointhe
'afomgle‘i’s STROKEOELUCK | ACHILLESHEEL study can turn out to be the way to resolve theeigsf
per ceived lack of action area area to seek ensuring its participants an appropriate level of
by opportunities to anonymity, as well as the confidentiality of thetala
customer improve the quality obtained through them. The solutions adopted iis thi
s;:::)%‘a’;:‘f’g'r?fhe sigzﬁir(]gth:ee;’odr :’rf]e regard must be — for the surveyed customers - nigt o
customer customer fully legible but also supremely reliable and reztpd by

them. It is also advisable to recognize the margfin
tolerance of customers in a range of examined diinas

The use of the above matrix for examining satiggact (in other words, the definition of what constitutas

allows for recommending appropriate courses of prddeal, and what is an acceptable level of quatitselation

satisfaction. of research, the discussed conditions and proposed
In the respect to what exactly must be examinede- d Postulates can serve to carry out such s'gudies:hAihia

to the fact that the phenomenon of satisfactianlegely —thoughtful and knowledgeable way take into accdhet

subjective category and dependent on individudyPe and nature of the specific service.

perception of the entity - the specification ofiallicators

of satisfaction and the strength of their impadhia study References
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