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http://en.wikipedia.org/wiki/Eight_dimensions_of_quality

Garvin’s Product Quality Dimensions
David Garvin

1. Performance

'E“["'
oo o &

| - 4
[
E £
e

2. Features 5. Durability
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3. Reliability "_ 6. Serviceability

4. Conformance /. Aesthetics

8. Perceived Quality



JIONEL ]

1. Performance o $los |

Ty uo,bl:ul 9= b 39a aaldby Hlas 3)ge Jgoxo LT




DL DD

2. Features b S%q|

TaRd u"°[°l2"| k_,._:_LQ)[S Q).b.\ S) g0 d}lo:bo







TIONEE ]

4. Conformance sl
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8. Perceived Quality ~—
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Service Quality Dimensions

Parasuraman, Zeithamel, and Berry’s ( PZB)
Service Quality Dimensions
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1. Tangibles /7 6. Availability

2. Service Reliability 7. Professionalism

8. Timeliness

3. Responsiveness

4, A
ssurance 9. Completeness

5. Empathy 10. Pleasantness
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