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Perceived Service Quality Theory :A Literature Review

Zhang Shig ,Bao Gongmin
(School of Management ,Zhegjiang University , Hangzhou 310058 ,China)

Absdtract : Through literature review ,this paper expounds the concept ,intenson and measurement of perceived service quality ,and reviews the

study on the relationship between perceived service quality and customer perceived val ue as well as customer satifaction. Furthermore ,it discus

ses the research trends of perceived service quality theory from aspects of the concept and framework ,the scale development ,the cross-culture
study and the improvement of research methods.
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