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THE  SERV ICE  QUAL I TY

SCALE  (RATER )



BACKGROUND &  INSTRUCT IONS

 

The  Se r v i ce  Qua l i t y  Sca le ,  o r  SERVQUAL ,  i s  u sed  to  as ses s  t he

qua l i t y  o f  team pe r fo rmance .  The  RATER  met r i c  be low  can  be

used  to  as ses s  you r  own  team ’ s  pe r fo rmance .   

 

 

Respons i venes s  (p rompt  se r v i ce  to  needs )   

A s su rance  (conduc ted  i n  acco rdance  w i th  cus tomer  w i shes )   

Tang ib le s  (phy s i ca l  a spec t s  o f  p rov i s i on-pe r sonne l )  

Empathy  ( ca re  and  unde r s tand ing )   

Re l i ab i l i t y  (dependab le  and  accu ra te )  
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ACT IV I TY  

As ses s  you r  own  team met r i c s  and  adv i se  a reas  

whe re  t he  team ' s  e f fec t i venes s  i s  cap tu red :  

Respons i venes s

As su rance

Tang ib le s

Empathy

Re l iab i l i t y
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