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Correspondence between SERVQUAL Dimensions and
Original Ten Dimensions for Evaluating Service Quality

SERVQUAL Dimensions

Original Ten
Dimensions for

Evaluating Service
Quality
/
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RESPONSIVENESS | ASSURANCE | EMPATHY

TANGIBLES

RELIABILITY

RESPONSIVENESS

COMPETENCE

COURTESY

CREDIBILITY

SECURITY

ACCESS
COMMUNICATION
UNDERSTANDING/

KNOWING THE
CUSTOMER
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ANuNanelalaasIN() Interval for
B Std. Error | Wald df | Sig. | Exp(B) Exp(B)
Lower Upper
Bound  Bound
1una1g  Intercept 22.322 3.337 | 44.760 1| .000
GENDER 319 435 .537 1] .464 1.376 .586 3.228
AGE -.160 241 440 1| .507 .852 531 1.368
EDUCATIO 216 .294 .538 1| .463 1.241 .697 2.208
OCCUPATI -.113 233 237 1] .627 .893 .566 1.409
INCOME .027 291 .008 1] .927 1.027 .580 1.819
PRODUCTS -.844 484 3.047 1] .081 430 .167 1.109
PRICE 485 .368 1.734 1] .188 1.624 789 3.339
PLACE -1.218 .399 9.330 1| .002 .296 135 .646
PROMOTIO -.163 .523 .097 1| .756 .850 .305 2.368
PEOPLE -.554 511 1.177 1] 278 575 211 1.563
PHYSICAL -2.404 414 | 33.775 1] .000 .090 .040 203
PROCESS -1.165 547 4.538 1] .033 312 107 911
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B Std. Error | Wald df | Sig. | Exp(B) Exp(B)
Lower Upper
Bound Bound
1hunaig  Intercept 22.322 3.337 | 44.760 1| .000
GENDER 319 435 .537 1] .464 1.376 .586 3.228
AGE -.160 241 440 1| .507 .852 531 1.368
EDUCATIO 216 294 .538 1| .463 1.241 .697 2.208
OCCUPATI -.113 233 237 1| .627 .893 .566 1.409
INCOME .027 291 .008 1] .927 1.027 .580 1.819
PRODUCTS -.844 484 3.047 1] .081 430 .167 1.109
PRICE 485 .368 1.734 1] .188 1.624 789 3.339
PLACE -1.218 .399 9.330 1] .002 .296 135 .646
PROMOTIO -.163 .523 .097 1| .756 .850 .305 2.368
PEOPLE -.554 511 1.177 1] 278 575 211 1.563
PHYSICAL -2.404 Al4 | 33.775 1| .000 .090 .040 203
PROCESS -1.165 547 4.538 1] .033 312 107 911
uIn Intercept 12.413 2.382 | 27.156 1| .000
GENDER 431 261 2.736 1] .098 1.539 923 2.566
AGE -.127 138 .840 1| .359 .881 .672 1.155
EDUCATIO .072 174 173 1| .678 1.075 764 1.513
OCCUPATI .059 136 .186 1| .666 1.060 813 1.383
INCOME .288 191 2.266 1] .132 1.333 917 1.939
PRODUCTS -.623 275 5.125 1| .024 .536 313 .920
PRICE -.088 216 .165 1] .684 916 .600 1.398
PLACE -1.081 273 | 15.650 1] .000 339 .199 .580
PROMOTIO -219 .306 S13 1| 474 .803 441 1.463
PEOPLE .100 .292 118 1] .731 1.105 .623 1.960
PHYSICAL -.959 2751 12.203 1] .000 .383 224 .656
PROCESS -.269 .330 .661 1| .416 765 .400 1.461
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