
9th International Quality Conference 

June 2015 

Center for Quality, Faculty of Engineering, University of Kragujevac  

9
th

 IQC June, 2015                               579 

 

 

 
Jelena Kostadinović 

Jovanović
1) 

 

1) igordasa@gmail.com  

 

SPECIFIC OF QUALITY MANAGEMENT IN 

THE SERVICE SECTOR 
 

Abstract: Development of science and technology and in the 

service sector imposses an obligation on managers of service 

organizatoin to adopt their strategic and operational 

activities of the New era that come.Redefined menagement  

models in the service sector obtained in this diverse and 

specific  determinations very interesting design. 

The dominance of service quality and adaptiability of TQM in 

the service sector explains that with the growing maturity of 

society with respect to education, culture and standards of 

living.The user expectations and demands for improved 

quality of service are increasing. 

We have withnessed the increased acceptance and use of 

TQM even in the service sector during the last decade, with 

service quality being an important factor for growth, survival 

and success. 

Keywords: quality management, service quality, TQM –(Total 

Quality Management),TQS 
 

1. INTRODUCTION  
 

Over the past few years, the service sector 

has become the dominant element in many 

economies and acounted for more than 70 

percent of gross domestic product (GDP).The 

employment in service industry has 

increase.The service sector in many economies 

embraces a diverse and complex range of 

organizations and enterprises including: 

 national and local government: for 

example,education, health, social security, 

police, the military, transport, legal, 

information, and credit; 

 non- profit private services: for example, 

charities, churces, research foundations, 

mutual societies, and art foundations; and 

 for-profit private services:for example, 

utilities, hotels, airlines, architects, 

restaurants, solicitors, retailers, 

entertainments, banks, insurance 

companies, advertising agencies, 

consultancy firms, market research 

companies, and communicationsn [1] 

Customer service has become a distinct 

component of both product  and service sectors 

and with the developments in information 

technology many business find demanding and 

knowledgeable customers.The wordwide trend 

toward service quality was initiated in the 

1880s when businesses realized that a quality 

product, in itself, is not guaranteed to maintain 

competitive advantage [2]. Many researches  

recognize that service quality can bring an 

organization a lasting competitive. Quality of 

services can be the difference between success 

and failure in both service and manufacturing 

firms.Service quality, customer satisfaction and 

customer value have become the main concern 

of both manufacuring and service organizations 

in the increasingly intensified competition for 

customers in today’s customer centered era [3]. 

As a result, many organizations are paying 

increasing attention to improve service 

quality.In some manufacturing industries 

„service quality“ is considered a more 

important order winner than „product quality“ 

[1]. Service quality improvements will lead to 

customer satisfaction and cost management that 

result in improved profits [4]. Literature 

suggests that total quality philosophy can be 

usefully deployed in the service sector too. 

 

 

2. QUALITY MANAGEMENT 

MODELS  
 

The development of quality management 

systems has substntially been influenced by 

several American and Japanese quality experts: 

Deming, Juran, Feigenbaun, Crosby and 

Ishikawa. The main theme of Deming is  that 

competitiveness of a business increase 

productivity, which results in the improved 
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competitiveness of a business enterprise [5]. 

Management must continuosly reduce waste 

and improve the quality of every activity in the 

company and this includes all function. 

Juran contributed to TQM by highlighting 

the importance of quality Control.Once 

managing the quality issue was delegated to the 

subordinate hierchy,it was no longer considered 

to be vital for the top management of the 

company to participate personally in managing 

quality and this progressive removal of the 

company’s management from managing to the 

quality issue led to negative effects on quality 

[5]. 

Ishikawa provided four aspects of TQM 

quality circles, continuous training, the quality 

tool and quality chain. Contemporary service 

sectors firms are compelled by their nature to 

provide excellent service in order to prosper in 

increasingly competitive domestic and global 

marketplaces.As service firms find themselves 

in an icreasingly competitive and complex 

business environment, they are inevitably 

driven to examine their service delivery 

processes critically. The focus of such internal 

analysis is ultimately about customer 

satisfaction, and how bottom-line results can be 

actualized through delivering quality services to 

customers via flawless interface platforms. 

Despite services being a large important 

segment of the world economies the concepts 

and practices of service quality and methods of 

total quality support its use for both 

manufacturing and services.Seven categories 

could be applied to any organization,whether in 

manufacturing or service [6]. These seven 

categories on wich applicants are evaluated are: 

1. leadership,  

2. information,and analysis 

3. strategic planning, 

4. human resoruce management, 

5. quality assurance of products and services, 

6. quality results, 

7. and customer satisfaction [4]. 

Now it is well understood that the 

fabrication  of products is quite different than 

the delivery of services, the concepts of total 

quality service (TQS) has gained increased 

attention TQS. In brief, TQS is TQM applied in 

service organizations.However, it is also much 

more than that, because of the complex 

implementation issues surrounding service 

delivery, as well as the increased number of 

variable involved in such delivery.Service 

differ from manufacturing goods on a number 

of dimensions: service intangibility, 

simultaneity of production, delivery and 

consumption, perishability, variability of 

expectations of customers and the participatory 

role of the customers in the service 

delivery.Measuring the quality of service 

outputs is often more difficult than measuring 

the quality of a good, because services are 

abstract rather than concrete, transient rather 

permanent, and psychological rather than 

phisical [7]. TQM cannot be said to be purely 

synonymous with TQS but rather, a more 

malleable framework is needed to account for 

the intricacies of service delivery effectively in 

a variety of business settings.This research will 

incorporate TQM concepts with SERVQUAL, 

a widely used customer satisfaction instrument 

in developing sustaing structures for total 

quality services.  

 

 

3. THE SERVQUAL INSTRUMENTS 
 

This model assumes that service quality is 

critically determined by the disparity between 

the expectations and perceptions of the 

customer, and the service actually delivered. 

The Parasuraman [8] study rafined the model 

and has five dimensions: reliability, empathy, 

tangibles, responsiveness and asssurance. 

 Realiability – the ability to perform the 

promised services dependably anc 

accurately; 

 Empathy – the caromg, individual 

attention given to the customer; 

 Tangibles - the appearance of phisical 

facilities, epuipment, employees and 

communication materials; 

 Responsiveness-the willingness to help 

customer and provide prompt service; 

 Assurance – the knowledge and courtesy 

employees, and their ability to convey 

confidence and inspire trust. 

 

The researches suppport the continued use 

of SERVQUAL to measure customer 

satisfaction, although they recommend that 

more work is needed to improve its scales 

([9],[3]). SERVQUAL is based on the 

underlying premise thar service quality can be 

defined as the extend to which a service meets a 

customer’s needs or expectations.The service 

quality can be operationally defined as the 

difference between customer expectations of 

service and perceptions of actual service 

delivery.Service quality is critical because such 
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failure by management to interpret customer 

desires accurately can result in loss of bussiness 

and possible bankruptcy for some. 

SERVQUAL is seen as superior, because it also 

focuses on an adequate understanding of 

customer expectations. 

Although models explicating the essential 

elements of TQS will differ, consensus on the 

importance of TQS as a practical framework 

certainly exists. Thus, the question of how one 

effectively implements, monitors, and 

maintains TQS in a firm is crucial.In the 

context, „sustaining structures“ refer to 

underlying, intangible constucts of the business, 

which substantially facilitate the delevery of 

TQS to the customer. It would logically appear 

that certain key business elements related to the 

human factors of the entrprise would play a 

prominent role in achieving a TQS 

environment, because service delivery by its 

very nature is concerned with the intricacies of 

human interactions. The quality of the 

leadership team, the commitement of the 

organization as a gestalt, and the encompassing 

organization culture would all appear to be 

crucial elements in attaining a fully functional 

TQS environment. 

Service organizations that ranked high on 

employee participation, teamwork, and an 

adaptable, flexibible culture were most 

successful in the uality management initiatives 

.Employee commitment is essential for service 

quality.employee commitment can be gained 

through effective communication, training and 

development, and employee motivation. 

Service quality literature recognized that 

employee cooperation and commitment can be 

gained through well-managed human resourced 

programs. Distinctive items that should be 

included in such human resource programs are 

communications, training, recognition of 

support for quality objective, and employee 

satisfaction. Organisations must focus on 

employee satisfactions because there is a high 

association between employee perceptions of 

well-being and customers’perception of service 

quality.Increased employee relations and 

satisfaction will lead to successful quality 

implementations in the service sector. 

TQS is TQM, the same continuous 

improvement process requiring the same kinds 

of leadership, measurement tools and 

organization culture. The only difference is that 

the product delivered to the customer is a 

service rather than a manufacured object and 

customer satisfaction is the ultimate goal in 

both cases. [10] 

 

 

4. STRUCTURES OF TQS MODEL 
 

Three major constucts from the review of 

literature of service quality: organizational 

culture, leadership and employee commitment. 

The relationships between these constucts and 

service quality are displayed in Figure 1. 

 

Leadership Involement

Knowledge of

Customer needs and Organizational Culture Improved Business Processes

expactions

Employee Commitment Improved Quality of Service

Improved Customer Satisfaction
 

Figure 1 - Relationship 

 

The model focused on customer needs and 

expectations and the firm should gain an 

understanding it before designing and 

implementation of service quality 

improvements. Customer satisfaction and 

expectation are attitudes and they can easily be 

changed under different  circumstances. Thus, 

model exhibits a two-way flow between 

customer needs and expectations and three 

constucts. This model highlights the feedback 

loop that affects the three constructs. A well-

established  leadship system, an organizational 

culture and a team of committed employees 

will lead to improved business processes. 

Improved business processes will result in 

improvements in service quality. This can be an 

improvement in service performance outcomes 

or cost-based values. Finally, improved levels 

of service quality will lead to high levels of 

customer satisfaction. 
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Underlying culture that pervasively quality 

focused are: 

1. Organization culture  

2. Leadership involvment  

3. Employee commitment  

 

4.1. Organization culture 

 

The term organizational culture refers to a 

system of shared values and beliefs that gives 

identity to members of a group. Culture in 

places of work is important in stabilizing and 

making sense out of the social system, as well 

as generating commitment beyond oneself to 

the organization as a whole. It is the soft 

foundation on which the firm is built. Firms 

that have cultures supportive of strategy are 

likely to be successful, while businesses that 

have an insufficient between strategy and 

culture must adapt, because organizational 

culture plays such a central supporting role in 

the creation of viable strategic objectives. [11] 

Culture significantly affects service pre-

eminence, because it enables people to adopt a 

common vision of the organization and its 

goals, and it aligns various organizational 

functions towards a shared target, therably 

ensuring sempless processes that countribute to 

the overall delivery of high  quality service. In 

service organizations, there is a very fail annd 

permeable layer between the organization’s 

employees and the customers that they serve. A 

firm characterized by the qualities of reliabilit, 

responsiveness, and empathy within the 

relationships of front- line employees and 

managers will be much more likely to manifest 

those traits to external customers, in such a way 

that the patrons will perceive them as genuine 

in the display of such sharacteristics.. 

Leveraging such a means of infuencing 

customer perception is essential, when one 

considers that a service firm’s fiscal health and 

longevity is largely based on how clientele 

perceive ther business interactions with the 

organization. 

 

 

4.2. Leading involment 

 

Leading is one of the primary functions of 

management and the magnitude of strategic 

leadership appears to be increasingly significant 

among high calier firms, because it is 

leadership that establishes and transmits to all 

employeess the overaching direction to 

organizations. All company plans and activities 

fow from this articulated vision. Top 

management commitment to TQS is a 

prerequisite for effective and successful 

implementation of high quality services. 

Because of increased competition in service 

industries, leadership efforts consume a greater 

share of top management’s time and effort, 

particularly in the start-up phase of a business 

venture. Aareness, knowledge, and 

understanding of basic TQS principes are 

preguisites for top executives in committing to 

service quality improvement.Among other 

things, effective leadership requires top 

management to articulate values and beliefs to 

employees to execute processes critical for 

supporting these objectives. 

 

4.3. Employee commitment  

 

Present day managers should ensure that 

every employee in all parts of the organization 

places top priority on continuous improvement 

of customer-driven quality. Under the paradigm 

of total relatiohship management (TRM), the 

firm focuses on all intgrated activities within 

the organization, includint internal and external 

relationships with employees, politicians, or 

various public bodies, which do not diretly 

interact with the organization around core 

techology business functions, but which 

provide important ancillary resources to the 

enterprise as a whole. The main goal is to 

deliver services with the adequate level of 

functional and technical quality, adequate price, 

and fast response times, while allowing firm to 

realize targeted short and long term profits, 

growth and competitive advantage. 

Service firms are shifting toward a team-

based environment, where employees are 

encourage, if not reguired, to participate 

actively in service design as well as delivery. 

Upper management is learning the value of 

utilizing all the human resources at its disposal 

for the purposes of innovations, incresing 

organizational efficiency throughout essential 

work processes, and problem solving to 

overcome barriers to top performance.A total 

commitment from all employees toward 

company objectives is highly desirable. 

Many analysis  suggests a connection 

between employees satisfaction, trust in 

internal firm relationships, and the emergence 

of a TQS environment. Some argue that it is 

indispensable for service organization to look 

on human resource management as a source of 

competitive advantage. Customers often equate 
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employees with the service they are delivering. 

As employees are treated as valuable resources 

by their employers, they will, in turn , treat 

their customers as valuable and evolve into a 

commited workforce sho is prepared to give 

their best toward accomplishing organizational 

goals. 

The findings of Hophins research [12] 

demonstrate that workers’reports of 

organizational support, developmental 

experience, and quality of work performance 

and professional education were positevely 

relatedto workers’ citizenshp behavior. Thus 

would suggest that an organization, which 

invests in human capital and seeks to support 

its staff, benefits by eliciting increased 

motivation from workers to focus on the needs 

of its patrons. 

 

 

5. CONCLUSION 
 

The model of TQS has become 

increasingly relevant in modern service firms, 

because it focused on rigorously analyzing and 

continuously improving customer-oriented 

service processes. The ultimate ends of the 

TQS philosophy are the achievement of short 

and long term financial goals, the realization of 

increased market share, and the creation a 

sustainable competitive advantage. TQS is a 

comprenhensive methodology, which engages 

crucial elements of the firm toward a vision of 

delivering increasingly high quality services to 

consumers. A quality focused organizational 

culture, a sstrategically inclined leadership 

team, and a fully commited employee 

population, as „sustraining stuctures“ of TQS, 

would nr positively correlated with the 

achievement and preservation of a TQS 

environment.Within the literature, there appears 

to be an underlying theme that professional 

comaraderie, trust, and interdependence among 

employees set the stage for supperio service 

delivery. In the future, service firms must learn 

how to harness these soft issues in order to 

survive, and even thrive, in the prelvailing 

markets. The contemporary literature suggests 

that the human issues involved with service 

delivery appear to be the best predictors of 

whether a environment will flourish within a 

given organization. Within the literature, there 

appears to be an underying theme that 

professional comaraderie, trust, and 

interdepence among employees set the stage for 

superior delivery .In the future, service firms 

must learn how harness these soft issues in 

order to survive, and even thrive, in the 

prevaling markets. An important contribution 

of the current research is the incorporation of 

TQM models, especially the Deming 

management model and the SERVQUAL 

instrument for doing reserch in service quality. 

It suggests that it is important for researches to 

incorporate the variables in Deming 

management model into research about service 

quality and SERVQUAL criteria for better 

serve the quality implementation in 

organization. Incorporation of these two models 

will give an important message to 

managers:visionary leadership will be directly 

involved in all aspects of quality programs. 
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