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ABSTRACT

In marketing literatures, service quality and customer is satisfaction are very similar concepts, the basic
concepts of them are both came from "Expectation-Disconfirmation Model", most of them are overlaped and
confounding. In this study, the authors investigate the formative and evolving process of service quality and
customer satisfaction from a literature review, analyse the discrepancy and causality of them, synthesize many
scholars' viewpoints to develop an integrative service industrial customer satisfaction measurement conceptual
model.
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