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GAP MODEL OF SERVICE QUALITY &;ﬁ

» The "gap model of service quality" in service marketing refers to a framework that ‘
identifies and analyzes the discrepancies between customer expectations for a servic
and their perceived experience of that service, highlighting areas where improveme
can be made to enhance customer satisfaction; essentially, it examines the **gaps"*
between what customers expect and what they actually receive from a company's
service delivery.
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