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Abstract

The most widely used models to study the quality of service are the SERVQUAL and SERVPERF models
that measure service mechanisms.

This paper is to estimate service efficiency and consistency for Retail Industry. We tried to measure the
service quality and overall satisfaction by using DEA and PCI, degree of combination and top2Zbox which is
a little bit different methodology from traditional ones. Rather than using the usual method of converting the
service quality index by mean value, the Service Efficiency Index(SEI) and Service Quality Consistency
Index(SQCID) are used to measure the efficiency and consistency level, which in turn can be used as the new
service quality indices.

The result of SEI and SQCI show the efficiency frontier in retail industry that 6 DMUs are analyzed relative
efficient DMUs, 12DMUs are inefficient DMUs and retail Industry consistency level appeared low(0.35-0.47)

Also, there is a significant difference in terms of efficiency and consistency in the each retail industry. Finally,
we showed the summarized result as the Effi—-Con Matrix.
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oy 7bsA | 0.138 | 0.132 | 0.153 | 0.136 | 0.146 | 0.139 | 0.156

DMUs | IN_1 IN_2 IN_3 IN_4 IN_5 IN_6 IN_.7 | OUT_1 | OUT_2 | OUT_3
F1 91.97 | 91.64 | 92.98 | 90.97 | 86.62 | 93.31 | 94.65 | 88.63 77.93 91.97

W 3}3 F2 93.36 | 90.03 | 95.35 | 91.36 | 89.04 | 93.36 | 94.35 | 90.37 82.39 92.69

F3 92.67 | 85.00 | 93.67 | 92.33 | 89.67 | 92.33 | 94.67 | 91.00 80.33 91.00

F4 94.33 | 93.67 | 96.00 | 91.33 | 94.00 | 93.67 | 94.67 | 90.67 92.67 86.33

F5 89.67 | 89.33 | 94.00 | 89.00 | 91.33 | 95.67 | 91.67 | 89.33 90.00 | 82.00

sk
]
m

F6 91.67 | 79.67 | 91.00 | 88.67 | 88.33 | 89.33 | 88.67 | 87.33 85.00 | 75.00

F7 83.33 | 72.67 | 83.00 | 80.33 | 77.33 | 86.33 | 82.67 | 77.67 72.67 63.67

F8 82.00 | 78.00 | 87.67 | 83.33 | 84.67 | 88.33 | 84.67 | 79.33 79.00 66.00

F9 96.33 | 94.00 | 95.67 | 92.67 | 93.33 | 93.00 | 93.67 | 93.67 93.33 82.00

F10 | 90.00 | 86.33 | 89.33 | 87.67 | 89.33 | 89.33 | 89.00 | 85.00 | 81.33 | 78.67

v

o]

Ul F11 94.00 | 90.00 | 91.67 | 87.00 | 89.67 | 89.33 | 91.00 | 85.67 | 87.67 | 80.67

LB E F12 89.33 | 85.67 | 88.67 | 83.33 | 84.33 | 85.00 | 87.00 | 82.67 83.33 78.67
F13 95.00 | 95.33 | 95.33 | 95.00 | 95.00 | 95.33 | 94.33 | 92.67 93.33 86.67
F14 92.67 | 91.33 | 93.67 | 90.00 | 91.33 | 91.33 | 92.67 | 90.00 87.00 | 80.33
F15 92.33 | 89.33 | 94.00 | 91.00 | 89.33 | 91.00 | 93.33 | 87.33 87.67 77.33
e F16 90.00 | 90.00 | 93.33 | 91.33 | 88.67 | 93.33 | 90.33 | 87.33 85.67 77.00

F17 92.33 | 90.00 | 94.67 | 92.33 | 91.33 | 91.67 | 92.33 | 88.67 84.00 | 77.00

F18 91.00 | 90.67 | 94.67 | 92.00 | 92.00 | 92.00 | 92.67 | 88.33 88.33 82.33
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el DMUs CCR BCC DEA/PS FRESA
F1 1.0000 1.0000 1.0000 1.0000
ELE F2 1.0000 1.0000 1.0000 1.0000
F3 1.0000 1.0000 1.0000 1.0000
F4 1.0000 1.0000 1.0000 1.0000
F5 1.0000 1.0000 0.9965 0.9965
el F6 1.0000 1.0000 0.9953 0.9953
F7 1.0000 1.0000 0.9670 0.9670
F8 0.9865 1.0000 0.9480 0.9487
F9 1.0000 1.0000 1.0000 1.0000
F10 0.9752 1.0000 0.9647 0.9819
S F11 0.9932 1.0000 0.9825 0.9903
F12 1.0000 1.0000 0.9893 0.9893
F13 1.0000 1.0000 1.0000 1.0000
F14 0.9937 1.0000 0.9842 0.9961
F15 0.9843 0.9913 0.9662 0.9865
F16 0.9882 0.9948 0.9645 0.9891
4 F17 0.9801 0.9909 0.9669 0.9957
F18 0.9916 1.0000 0.9797 0.9951
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<E 5> MulAZFEUTY SNz
S (SQCD (SDCD)
SQCI P(D) Sb1 SD2 SD3 SDh4 SD5 SD6 SD7
F1 | 04178 | 0.2106 | 0.4397 | 0.4008 | 0.4430 | 0.4039 | 0.3862 | 0.4213 | 0.4334
st | F2 | 04244 | 0.2037 | 0.4401 | 0.4169 | 0.4586 | 0.3918 | 0.3974 | 0.4304 | 0.4395
F3 | 04171 | 0.2117 | 0.4528 | 0.3887 | 0.4376 | 0.3992 | 0.3879 | 0.4225 | 0.4357
F4 | 0.4383 | 0.1896 | 0.4635 | 0.4165 | 0.4852 | 0.3949 | 0.4387 | 0.4346 | 0.4409
F5 | 0.4244 | 0.2043 | 0.4241 | 0.3962 | 0.4584 | 0.3837 | 0.4045 | 0.4724 | 0.4390
gold | F6 | 0.4086 | 0.2208 | 0.4261 | 0.3767 | 0.4384 | 0.4021 | 0.4060 | 0.4165 | 0.3975
F7 | 0.3555 | 0.2873 | 0.3699 | 0.3369 | 0.3743 | 0.3161 | 0.3446 | 0.4020 | 0.3511
F8 | 0.4233 | 0.2045 | 0.4262 | 0.4003 | 0.4498 | 0.4140 | 0.4337 | 0.4295 | 0.4115
F9 | 0.4612 | 0.1668 | 0.4702 | 0.4589 | 0.4785 | 0.4496 | 0.4407 | 0.4526 | 0.4791
F10 | 0.3984 | 0.2324 | 0.4080 | 0.3847 | 0.4160 | 0.3764 | 0.3799 | 0.4186 | 0.4076
olgjyl | FI1 | 0.4060 | 0.2238 | 0.4452 | 0.4114 | 0.4143 | 0.3731 | 0.4052 | 0.3939 | 0.4022
£8E | FI12 | 0.3946 | 0.2370 | 0.4200 | 0.4050 | 0.3934 | 0.3757 | 0.3727 | 0.3838 | 0.4142
F13 | 0.4708 | 0.1586 | 0.4956 | 0.4500 | 0.5020 | 0.4386 | 0.4507 | 0.4852 | 0.4773
F14 | 0.4241 | 0.2036 | 0.4408 | 0.4282 | 0.4426 | 0.3946 | 0.4125 | 0.4305 | 0.4216
F15 | 0.3884 | 0.2443 | 0.3934 | 0.3635 | 0.4071 | 0.3908 | 0.3701 | 0.3974 | 0.3985
4 F16 | 0.3859 | 0.2474 | 0.3790 | 0.3765 | 0.4058 | 0.4021 | 0.3570 | 0.4042 | 0.3794
F17 | 0.3862 | 0.2471 | 0.4094 | 0.3626 | 0.4031 | 0.3795 | 0.3703 | 0.3978 | 0.3827
F18 | 0.3941 | 0.2378 | 0.3851 | 0.3628 | 0.4244 | 0.4097 | 0.3964 | 0.4108 | 0.3730
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A AR KS-SQI9F SEIE= f-25-5(p<0.01)oll A oF SQCI 0.4979+* 0.6057+
b e AHEA0.5432)7F e Zo® UER o SDCI 0.3971x 0.4855% 0.7971%
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