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The Relative Effects of Three Dimensions of
Service Quality on CS

- A Comparative Study of Existing vs. Potential Customers -

Youjae Yix
Suna La

Abstract

To accomplish two vital objectives of retaining existing customers as well as attracting new
customers, services companies should know how they can implement service quality strategies for each
customer group, existing versus potential customers. This study adopted a three-dimensional model of
service quality: that is, “interaction quality”, “outcome quality”, and “physical environment quality.”
The research was focused on investigating the relative effect of each service quality dimension on CS
between existing customers and potential customers. The empirical tests were conducted in a retail
bank setting.

Several interesting results were found. First, each service quality dimension had a significant effect on
CS for two groups, with the exception of an insignificant impact of physical environment quality for
existing customers. Second, the relative importance of service quality dimensions on CS followed the
order of “interaction quality” > “outcome quality” > “physical environment quality” for existing
customers. On the other hand, “interaction quality” and “outcome quality” had equal importance
followed by “physical environment quality” for potential customers.

Key words: service quality, SERVQUAL, interaction quality, outcome quality, physical environment
quality, CS, behavioral intention.
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