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E #L & JE : Adapted from the original five-gaps model developed by Parasuraman, A., Zeithaml, V. A., & Berry, L. L. “A
conceptual model of service quality and its implications for future research”. Journal of Marketing 49, Fall 1985 pp. 41-50;
Zeithaml, V. A., Bitner, M. J., & Gremler, D. Services Marketing: Integrating Customer Focus Across the Firm (p. 46.).
NY: McGraw Hill/Irwin, 2006. A further gap (Gap 5) was added by Christoper Lovelock (1994), Product Plus (p. 112). NY:
McGraw Hill.
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& #1 2 JF : Adapted and extended from Valarie A. Zeithaml, A. Parasuraman, and Leonard L. Berry, Delivering Service
Quality: Balancing Customer Perceptions and Expectations (New York: The Free Press, 1990), Chapters 4-7; and Valarie A.

Zeithaml, Mary Jo Bitner, and Dwayne D. Gremler, Services Marketing: Integrating Customer Focus Across the Firm. 5th ed.
(New York: McGraw-Hill, 2013), Chapter 2. The remaining prescriptions were developed by the authors.
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