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The existing studies on measuring service quality have focused on

moderating

expectation. But one of real problems of measuring service quality is the assumption
that customer’s perceived quality is increased linearly by gap(performance-expectation).
In this study, we assumed non-linearity of customer’s perceived quality. The results of
empirical study show that NL-SERVQUAL(suggested model in this paper) is better

than SERVQUAL and SERVPERF.
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