Downloaded from orbit.dtu.dk on: Sep 26, 2021

Mind the gap: Temporal disconnects in the provision of complex service offerings

Maylor, H.; Geraldi, Joana; Johnson, M.; Turner, N.

Publication date:
2009
Document Version
Peer reviewed version
Link back to DTU Orbit

Citation (APA):
Maylor, H., Geraldi, J., Johnson, M., & Turner, N. (2009). Mind the gap: Temporal disconnects in the provision of
complex service offerings. Abstract from 16th International Annual EurOMA Conference, Göteborg, Sweden.

General rights
Copyright and moral rights for the publications made accessible in the public portal are retained by the authors and/or other copyright
owners and it is a condition of accessing publications that users recognise and abide by the legal requirements associated with these rights.
 Users may download and print one copy of any publication from the public portal for the purpose of private study or research.
 You may not further distribute the material or use it for any profit-making activity or commercial gain
 You may freely distribute the URL identifying the publication in the public portal
If you believe that this document breaches copyright please contact us providing details, and we will remove access to the work immediately
and investigate your claim.

FILE MISSING!

Mind the gap: Temporal disconnects in the provision of
complex service offerings
Maylor, H; Geraldi, JG; Johnson, M; Turner, N; (2009) Mind the gap: Temporal disconnects in the
provision of complex service offerings. In: (Proceedings) 16th Annual International EurOMA
Conference. : Göteborg, Sweden.
Full text not available from this repository.

Abstract
Purpose: This study was motivated by a managerial problem where the performance measurement
indicators of success indicated that the programme was successful, despite the customer being
unhappy. We deployed SERVQUAL in order to explore underlying issues with the measurement
framework. Design/methodology/approach: We deployed a survey based on a modified SERVQUAL instrument to respondents in Information Intensive Services (IIS) environment. The
instrument was modified to the context based on a series of interviews with practi-tioners working
in the IIS environment. We analysed the data using Structural Equation Modelling. To achieve
higher levels of model fit we reformulated SERVQUAL using cluster analysis and then re-tested the
new measurement model. Findings: We discovered that the original ‘gap’ concept of SERVQUAL
does not stand up in a project-type environment when the scale is re-formulated. We suggest that
this is due to the expectations – set at an early stage, and embodied within the contract – being
different to the perceptions of performance. The perceptions measures were also more ‘behavioural’
than those for expectations. Research limitations/implications: These finding indicate that in order
to use the gap concept, expectations and perceptions should be aligned, possibly through the use of
a ‘behavioural’ contract. The research was limited to one context and to further any claims of
generalisability should be tested in alternate contexts. Originality/value: As far as we are aware this
is one of the first instances of SERV-QUAL being deployed in a complex, outsourced programme
and project context.
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