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A Reexamination of the Measurement and Consequences
of Service Quality: Development and Application
of the KS-SQI Model

Youjae Yi*
Jun Youb Lee**

Abstract

We have attempted to develop a new model of measuring service quality that can be reliably used in
theory and practice. We have tried to resolve problems associated with existing models and accom-
modate various suggestions from previous research, By conducting an in-depth study of examining the
consequences of service quality, we have also investigated the way how improvement in service quality
affects companies and customers, We have proposed and validated the KS-SQI(Korean Standard
Service Quality Index) model that extends the SERVQUAL model. We have found that service quality
enhances not only company performance by increasing service loyalty but also people happiness by

Improving quality of life.

Key Words: KS SQI, Service Quality, Service Loyalty, Customer Satisfaction

* Seoul National University
** Kyunghee Cyber University

26 OHAET 20014 38



