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Abstract

The disconfirmation paradigm is the earliest researched and the most
deeply researched of all the paradigms in marketing. Disconfirmation
paradigm deals with the influence of expectation, perceived product
performance, and the discord between the two on consumer satisfaction.
The GAP-Model is based on the disconfirmation paradigm that tries to
understand the effect of the gap between before purchase expectations and
after purchase perceptions of the product performance on dependent
variables such as customer satisfaction. The purpose of this research is to
test whether regression coefficients of a P-Model(performance only
model), an E-Model(expectation only model) and GAP(P-E)-Model are
equivalent in explaining service value and loyalty. The Chow’'s F-Test is
used to test the excellence of the 3 models. As a result of comparison

and analysis, P-Model showed more excellence of service value and
loyalty than E-Model or GAP-Model.

Keywords: Chow’'s F-Test; E-Model;, GAP-Model; Loyalty; P-Model;
Service Value.
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2.1 GAP(P-E)-Model

GAP-ModelS A}-&3F 2 %= Parasuraman et. al(1988)2] SERVQUALH =5 9%
2 3F9]  Ryan * Cliff(1997)¢] SERVQUAL-travel agency version, Tribe *
Snaith(1998) 9] HOLSAT, Frost * Kumar(2000)<] INTSERVQUAL, aea
Oyewole(2001)¢] FLYSAT “&°|tt.

2.2 E-Model
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A NEE A8 P-ModelEol %] /B2 Ath. 53] Cronin * Taylor(1994)=
V=LA LGe] FAS AHstHA diwtew FAHE FEsHL FSEA
SERVPERFH =5 7j#atqit}t. o] ¥x=Z H5F 2 Knutson * Stevens * Patton(1995) 2]
DINESERV.per, Lytle,  Hom * Mokwa(1998)2] SERV=*0OR,  Petrick(2002)¢]
SERVPERVAL, 183 Gounaris(2005)¢] INDSERV HE Fo] Ayvtoz FHst=
P-Model &2 725 AT},
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Mc;de Scale Authors Remarks
SERVQUAL PZB(1983) Original GAP(P-E) Model
. . . Travel Agencies’
Ap SERVQUAL-TA | Ryan & Cliff(1997) SERVQUAL
Model | HOLSAT Tribe & Snaith(1998) Holiday satisfaction
INTSERVQUAL Frost & Kumar(2000) Internal SERVQUAL
FLYSAT Oyewole(2001) Airline, GAP(S-1)
Knutson, Stevens, Wullaert, Lodging Industry
E LODGSERV Patton & Yokoyama(1990) Should Expectation
Model Knutson, Stevens & . .
DINESERV Patton(1995) Should Expectation
SERVPERF Cronin & Taylor(1994) Performance Only
DINESERYV .per E;&éi??ég%t)evens & Perception Version
. Organizational Service
Mgdel SERV*OR Lytle, Hom & Mokwa(1998) Orientation Scale
SERVPERVAL Petrick(2002) Performance Only Model
b2b service quality :
INDSERV Gounaris(2005) Perceived S.Q. :
Performance Only
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42 NHEE HF

=

SERVQUAL 2 %9 Cronbach’s a3t2 P-Model®} E-Model> 0.8 o]A, 1]
GAP(P-E)& 0.7 o)A =& AfEE YelyAy. o]l 7]£¢ Parasuraman e
al(1988)e <Jall - /fEdx we Mdd HEeolmz B Ao By =

NFEE de,

—
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<H 3> SHBH=2 2T A=

) # of Cronbach's a
Variables Ttems
Performance | Expectation | GAP(P-E)
Tangible 4 0.836661 0.841470 0.751087
Assurance 4 0.845930 0.849193 0.730176
Indep. Var.
Responsiveness 5 0.814522 0.833073 0.829167
(5-Dimension)
Reliability 4 0.834106 0.843204 0.781481
Empathy 5 0.850860 0.869196 0.744598
Service Value 2 0.718867
Dep. Var.
Loyalty 5 0.905315

43 7t e HFZ2% 2 A

|
SHHUTE AP R a, AH| TS} s E FEHTRE Sto] I AR S
st 3AEARYEe] A9ES Yelles R2% e A7)e A=y A 2Ezbe] 394
of et FUdAd]H ] 3k Chow's F-TestZ 3ttt 3| AEA Y Ay <F 4> A
B wkel o] E-Model®] R27H2 03022 2 032722 A2 =4 Jebga,
P-Model> 0.4403 % 052962 vj$ =7 e oY, GAP-Modell®] R23k2 0.0914
9} 0.1285% wj-¢- ko).

A 2o tjs] 2789l FEWS F, Service Value®t Loyalty WHyE=Z Wz
E-Model®} P-Model®] #H]x, P-Model®} GAP-Model®] #Hlx, 18]32 E-Model¥}
GAP-Model®] v E $3] F 372 W3] Chow's F-TestE sttt #AA Az
<E 54 HE vHle 7o), E-Model, P-Model @ GAP-Model®] 3AXE& A= ¢}
2 Aoz yewth kA <i 4> R23 % <& 5>9 Chow's F-Test2 %5 T3
st¥, P-Modele] 7Fg $53ta, th5 22 E-Modelo] $538t™, GAP-Model 7%
dAe 2y Aoz ey
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<H 4 2} DY K22 AL 2
D Indep. Var. Parameter 2
ep. Var. Model (5-Dimensions) | Estimate t-Value | F-Value | Pr > F R
Tangible 0.0655 1.44
Assurance 0.0861 1.42
E-Model | Responsiveness 0.1053 241 ** | 12.56 |< 0.0001| 0.3022
Reliability 0.0686 1.18
Empathy 0.1772 4,42 *x*
Tangible 0.0452 1.08
Service Assurance 0.0494 0.90
Value P-Model | Responsiveness 0.1248 291 ** 1 2281 |< 0.0001| 0.4403
Reliability 0.0226 | 0.39
Empathy 0.1484 | 3.68 ***
Tangible 0.0954 1.37
Assurance 0.0091 0.09
GAP-Model| Responsiveness 0.0543 0.78 292 [<0.0153] 0.0914
Reliability 0.1758 1.99 **
Empathy 0.0224 0.37
Tangible 0.1808 1.49
Assurance 0.1126 0.70
E-Model | Responsiveness 0.1845 1.58 14.10 |< 0.0001| 0.3272
Reliability 0.1373 0.89
Empathy 04792 | 4.48 ***
Tangible 0.1603 1.54
Assurance 0.2065 1.51
Loyalty P-Model | Responsiveness 0.3816 3.57 ***1 32,65 |< 0.0001| 0.5296
Reliability 0.4089 | 2.79 ***
Empathy 0.2123 2.11 **
Tangible 0.3568 1.93 *
Assurance 0.0767 0.29
GAP-Model| Responsiveness 0.0641 0.35 427 < 0.0012| 0.1285
Reliability 0.3841 1.63
Empathy 0.0365 0.23
* o Pr<0.1, ¥ : Pr < 0.05, *** : Pr < 0.01
<H 5> 2t ZXHSYE 3 Model2! Chow's F-Test 21t
Chow's
Dep. Var Model F-Value Pr > F
E-Model vs P-Model 1.8647 0.1
Service Value | P-Model vs GAP-Model 21.3064 0.01
E-Model vs GAP-Model 13.0726 0.01
E-Model vs P-Model 44311 0.01
Loyalty P-Model vs GAP-Model 31.8439 0.01
E-Model vs GAP-Model 15.7471 0.01
4.4 A HA

B

el 7H=

=43 E-Model9} AH|AZ A3 2 5o

3

3}
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£ =743 P-Modelo] GAP-Model®tt & A3HA R23ke] =2 A2 EE Chow's
F-Test2d3 % v 53 Rygo= ¥Wsxct 18]i E-Model 2t P-Model©]
Bt} ¢ R2% % ¥3, Chow's F-TestZ 3% P-Modelo] Rt} $43 Zgoz us
Atk ol# 3 AGFAIIF AAFEE vl SERVPERF 289 A|¢kxkel Cronin &
Taylor®] GAP(P-E)o.& A% dga glo] AAnt A= FEatte T4 A4
oJo] W&zl AHolH, ol7b P-Modeltto 2 ZialttE FA4RTIE GAP-Model©]
23l AMyS "ojreg i, Chow's F-TestZ2 ¥ R&o] w$ dotéltp= AHo| ¥s
Horvg P-Model#to 2 ZHE3 Aol ofygt 238 GAP-Model& Alg&afA = <t
Hohe= Aol o)y g A7t vehd olfr= AA, GAP-Model®] 4% #2& 3
MU 2F A7) del 7|dE F435HaL, oA AP 2E AT Fo d3E
ok 7] wiol 7 W FAHol SHEAA FES £ o2 B 4 Qv &
Alzre] F wiyg A7) witel SHANAE Fho] HAIRE AFAA AR AL
Al vl go] 7 R 7] wiife] Fdo]l "ok 7 WA olf& A1k A
H, 8%, 9% 5% 52 52 SERVQUALS| 5xdol| tja] AH| =& A3 w7
o gk FrrF Az AR E AuwskA §9E 7 vk &, 49 FH =71 Likert-Type
7-point Scale?] AYEAE=Z FA o 7] wEo|t}t. walr] GAP-Modelo] o] &% o

= AushARt Q7S tder FAsols FARs U Ao, dEAow &

P

SIS

= oox B oox oX o

it

S BEEo] GAP-Model®] HAA wjFo] drd = Ay == 7jgw =43}
I Y= Aot zmEla FFHOE AAE £ dE AAHELE E-Model® th=
P-Modele] Bt} ¢ $43tt+= Aot} o= FA3] AlA 7| EG= ALS Ao

wpeh MulazbA], vk AR, aela odlmk gl AHFARl S WA
7] wZelw, e o3 FEM Fho] Aol Al A4V wWEoE 3
dEn a8y Mg v A5 o]gshs A, dE 89 F2 94, E40] 2
& gAbgle] dr] B sHelS 58 MulAE Al Ao vs 7] E M9 A
=g AT Aol AzbHo® wfe ge A sivek At Ao e o
= st/ dv

5. d7d%e a2 A HE

Shol Al =2]%t A+ ZA = Cronin * Taylor(1994)7} A¢td SERVPERFZ =7} o]
GAP(P-E)_ModelZ Z43t# &1 Ayt A= SESITL F4AAT, 2 A4
ol = Al Y FoA o= 3 BYPS At =E E EA7 gl dgAaldte] of
Yz}, 233 GAP-Modele] o245 o2+ AHusta eldsx|qk AA A3to] A 83
2 Ay FEHAT Ay E S el = R2ES A dojxmay, Al A 28
He]l A v E Aol wfg defsiths AR o] wrEl HY. wetA AT
o, ZARALE 28 SHA oA AzE 2 v oA R T owE FIHA7]
WA o3l Ry ¢S ¥
Austa ggsttta FARA AMESe AL AV S AAMSHE A o)t

GAP-Model®] dotAdS w3l (A F)oltt. I E-Model Bt}
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