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The Effects of Self-Service Web Portals on Online Banking

Service Quality: A Theoretical Model
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3. onclusion

Service quality has been frequently studied in the services-marketing literature, and much of
the research has focused on measuring service quality using the SERVQUAL instrument
(Parasuraman, Zeithaml, & Berry, 1985; 1988). Research on the instrument is commonly
cited in the literature, and it has been widely used in industry. Although this work has
improved understanding of the Determination of Internet Banking Service Quality
Dimensions and Items, a criticism of SERVQUAL has been that the instrument focuses on
the service-delivery process, but excludes service-encounter outcomes (Gronroos, 1990; Kang,
2000).
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