1 (Facility Management)
2. (Service Management)
3. (Service Quality Management)
3
FM
2.1 (Facility Management)
211
( , 2547)

(Facility Management)

(Strategic & Management) (Operational)
4 ( , 2543)



2.1

People

(People)

Process

(Process)

(Place)

(Facility Management)

Place

, 2550),

Facility Management, (

, 2547)
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(Facility Services)

Facility Management

2 (Cotts, 1998)
1) (Traditional services)
2) (Emerging services)

(Facility services)
(" 1, 2550)

2.2 (Service Management)

(Service) (Service sector)
(Kotler, 2003 )

American Marketing Association (1960, cited in Gronroos, 1990)

(Activities ) ( Benefits ) ( Satisfactions )
Kotler (2003) (2550)
(Acts) (Process) ( Performances )
(Intangible)

(Ownership )

(Experiences)
Gronroos (2002)

/
Lehtinen (1983, cited in Gronroos, 1990)

(Customer satisfaction)

10



Lovelock Wright (2002)

(Customer satisfaction)

1989, cited in Gronroos, 1990)

( , 2545)
Kotler (2003)

Love Wright (2002)

. (Rathmell,

Guiltinan, & Johns, 1979)

1974,

cited

11

(Lehtinen,

in Davis,

Shostack (1977;cited in Hans étal., 1999;

McColl-Kennedy, 2003; Lovelock & Wright, 2002)

ATM



. (Rathmell, 1974, cited in Davis et al,, 1979)

(Fitzgerald, 1988)

Fitzgerald (1988)

(Fitzgerald,
1988)

(Fitzgerald, 1988)

2.2.2 ( Characteristics of service)

(Bloom, 2002; Regan, 1963,
cited in Edgett & Parkinson, 1933; Berry, 1980; Lovelock, 1981; Zeithaml, 1981, cited in Cutler &
Javalgy, 1993; Payne, 1993; Rathmell, 1966; Shostack,1977; Gronroos, 1978; Bateson, 1995 cited in
Chernatony & Segal-Horn, 2001; Dotchin &0Oakland,1994a;lacobucci,2001 ; Lovelock & Wright, 2002;
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McColl-Kennedy, 2003; Kotler, 2003; Zeithaml, Parasuraman, & Beery, 1985)

1) (Intangibility)

Bateson, 1977, cited in
Edgett &Parkinson, 1993; McColl-Kennedy, 2003; Kotler, 2003) (Zeithaim, 1981,
cited in Edgett & Parkinson, 1993)
(Kotler, 2003)
(Place) ‘ (People) (Equipment)
(Marketing communications) (Price) (Symbols)

(Reputation) (Dotchin & Oakland, 1994a)

(Berry, 1980, Orsini, 1987, cited in
Edgett & Parkinson, 1993) (Lovelock &
Wright, 2002)

2) (Inseparability)

(Interaction)
(Participation) (Dotchin & Oakland, 1994a; Kotler, 2003; Davidson,
1978, Orsin, 1987 cited in Edgett & Parkinson, 1993; Hans etal., 1999)

(Dotchin & Oakland,
1994a)

(Kotler, 2003)

(Hans et al, 1999)
(Kotler, 2003)
(Dotchin & Oakland, 1994a)

3) (Heterogeneity)
(Who) (When) (Where)

(Preference)

(Perception) (Dotchin & Oakland, 1994a; Hans et al., 1999; Kotler, 2003)



14

(Perceived service quality) (Satisfaction) (Dotchin &
Oakland, 1994a; McColl-Kennedy, 2003)
(Edgett & Parkinson, 1993; Rathmell, 1974, cited in Davis etal., 1979)
4) (Perishability)

(Edgett &
Parkinson, 1993; Kotler, 2003; McColl-Kennedy, 2003)
(Hans état., 1999)

(Mccoll-Kennedy, 2003)

(Hans état., 1999) (Demand)
(Supply) (Kotler, 2003)
(Chasing demand)
(Influencing demand)
11.00 70
20 (Retaining excess capacity)

(Dotchin & Oakland, 1994a; Kotler, 2003)

2.2.3 (Service Classification)

(Schema)

(Hunt, 1976, cited
in Lovelock, 1983; Lovelock & Wright, 2002)



(Generic  service)

(Professional service)

(Involvement)

1977; Stem, Krugman, & Resnik,1981, cited in Motimer, 2002)

( , 2546)
(Payne, 1993)
Chase (1978, cited in Lovelock, 1983)

(Hill & Neeley, 1988)

(Resnik & stern,

(Seivice delivery)

2

. High contact
. Low contact

Hill Gandi (1992, cited in Mortimer, 2000)
. The nature of the seivice act
. The type of relationship with the customer
. The level of customization on the part of the service provider
. Delivery of the service

Kiosk



. The nature of the demand and supply for the service
Bowen (1990,cited in Mortimer, 2001) 3
1) Customized personal services
(People)
2) Semi-customized non-personal services
3) Semi-customized personal services

(Fast food)

Kotler (2003) '

(Major) (Minor)
5
1) Pure tangible good
2) Tangible good accompanying services
Levitt(1972, cited in Kotler, 2003)
3) Hybrid
()

4) Major service with accompanying minor goods and seivices

16



5) Pure service

Gronroos (2002)

17

. Continuously-rendered service
. Discrete transactions
2.3 (Service Quality)
(Service)
3 (Competitive differentiation)
(Productivity) (Service guality) (Kotler, 2003)

.. 1970
(Gronroos, 2000)

, 2550)

(Lovelock & Wright, 2002)

(Chen, Gupta, & Rom, 1994)

(Palmer & Cole, 1995, Zahorik & Rust, 1992, cited in Lassar, Manolis, & Winsor, 2000)

(Chen etal., 1994; Ndhlovu & Senguder, 2002
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(Ananth, DeMico, Moreo, & Howey, 1992, cited in Ndhlovu &
Senguder, 2002)
(Quality) (Value)

(Crosby, 1979, Feigenbaum, 1951, cited in
Chiu, 2002; Parasuraman et al., 1985)

Kotler (2003) (Totality)
(Feature or characteristic) (Need) (Expectation) (Vavra 1995,
cited in Koskela, 2002) (Satisfaction)
1 (Expectation)

(Actual performance perception)
(Disconfirmation) (Zeithami et al., 1990)
!
(Words of mouth) ( Kotler, 2003)
Bitner Hubbert (1994;cited in Rust & Oliver, 1994)

(Overall attitude)
(Judgement) (Excellence) (Superiority) (Chen
étal., 1994; Cronin & Taylor, 1992; Ziethaml et al.,1990)

(Bitner, 1990, cited in Dagger & Lawley, 2003, Parazuraman etal., 1985, 1988)

(Hanna & Wozniak,
2001) (Overall)
( Long-term)
(Specific) (Short-term)
( , 2544; , 2546)
(Product quality)
Ghobadian, Speller Jones (1994, , 2544)

(Service characteristic)
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(Consumer's evoked set) (Chen et ai., 1994;

Zeithami et al., 1990)

231

(Dotchin, 1994)

2 (Dagger & Lawley, 2003; Gronroos, 1988, 1994, 2000; Lassar et al,
2000; Parazuraman étal., 1985)

. . ’ (Technical or outcome quality)
(Objective) (Problem solution)
. (Functional or process-related quality )
2 2

(Technical) (Functional)
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(Service satisfaction) 2

(Cronin &

Tayor, 1992; Robinson, 1999, , 2544; Dagger & Lawley, 2003;

Anderson & Fornell, 1994; Brown & Swartz, 1989; Spreng & Mackoy, 1996, cited in Lassar et al.,
2000; Rust & Oliver, 1994)

(Bitner, 1990; Oliver, 1980, cited in

Botton & Drew, 1994; Bitner & Hubbert, 1994, Botton & Drew, 19911cited in Dagger & Lawley, 2003)

( Cronin & Taylor, 1992; Spreng & Mackoy, 1996, cited in Lassar et al., 2000;
Anderson & Sullivan,1993; Ruyter, Bloemer, & Peeters, 1997 cited in Dagger & Lawley, 2003;
Parasuraman et al., 1985, 1988)
(Dabholkar, 1995; McAlexander, Kaldenberg &
Koenig, 1994; Cronin & Taylor, 1994, cited in Dagger & Lawley, 2003)

(Dagger &
Lawley, 2003)

2.3.2
Sasser, Olsen, Wyckoff ( 1928, cited in Dotchin & Oakland, 1994b)
7
1) (Security)
2) (Consistency)
3) (Attitude)
4) (Completeness)
5) (Condition)
6) (Availability)
7) (Training)
Sasser

( Dotchin & Oakland, 1994b)
Gronross (1988) 6



(Professionalism and skill)

(Attitude and behavior)

( Accessibility and flexibility)

( Reliability and trustworthiness)

(Recovery)
(Reputation and credibility)
Parasuraman (1985; Zeitham! et al., 1990)
10
(Tangibles)
(Reliahility)

(Competence)

(Responsiveness)

(Courtesy)

(Credibility)

(Security)

(Access) , 1

(Communication)

(Understanding)



22

2.3.3
(Cronin & Taylor, 1992; Dagger & Lawley, 2003;
Johnson & Sirikit, 2002; 2002; , 2546)
(Expectation) (Actual performance)
Disconfirmation (Cronin &Taylor, 1992; Gronroos, 1988, 1994, 2000;
Parazuraman et al., 1985; Zeithaml! et., 1990) 3
1)
2)
3)

(Chen
etat, 1994;: Ghobadian et al., 1994; Oliva, Oliver, & MacMillan, 1992; W akefield, Sarmiento, & Coison,
2001, , 2544

Gronroos (1988, 1990, 1994,

2000) Disconfirmation Perceived service quality Total
perceived quality 2.1
2.2 : Perceived service quality Total perceived quality Gronroos

Expected Expected
: Total Perceived Quality
Quality Quality
A
Marketing

Communication
Image
Words-of-mouth

Functional
Customer needs

Quality

. Gronroos C., (1988). Service Quality: The six criteria of good perceived service. Review of

business,9(3) ,p. 10
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2.2

(Needs
and value)
(Quality shortfall)
Rust Oliver (1944)

3 ( 2.3)

1) Seivice product (Feature)
Service product
(Goal) (Shape)
2) Service environment
2
3) Service delivery
2.3: Rust Oliver

Service product Service delivery

: adapted form "RustR.T. & Oliver, R.T. (1994) Service quality:New directions in theory and
practice. USA:SAGE.p.11."
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SERVQUAL
(Bearden, Netemeyer, & Mobley, 1993; Lassaretal., 1985,

1988, 1990; Boulding étal., 1993) (Focus-group) 12
4
10 10
97 200
22 5
. (Tangibles)
. (Reliability)
. (Responsiveness)
. (Assurance)
. (Empathy)
2.4, The SERVQUAL Model
Tangibles | Perceived service
Reliability

. Perceived service Qualit
Responsiveness i Y

Assurance

Expected service

Empathy

adapted from " Parazuraman,A, Zeithaml,V.A. & Berry,L.L.(1985). A conceptual model of service

quality and its applications for future research. Journal of marketing, 49.p.48.”

22 22

(Gap)



25

(Gap) (Quality failure)

(Gap model ) (Dagger & Lawley, 2003; Gronroos, 1990; Kotler, 2003; Lovelock &

Wright, 2002; Lovelock et al., 2002; Parazuraman et al., 1985) 5
1) Consumer expectation-manager perception gap
2) Management perception-service quality specification gap
3) Service quality specification-service delivery gap
4) Service delivery-external communication gap
5) Expected service-perceived service gap
SERVQUAL
(Validity) 5

(Rust, Zahorik, & Keiningham, 1996,

, 2544)
Cronin laylor
(199) SERVQUAL SERVPERF  Cronin
Taylor (Predictive
score)
SERVQUAL

" SERVQUAL
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