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1. Presen el for distinguishing between the
- conc isfaction and those factors that are

hat*@ur Research Is About?

antecedent to satisfaction.

. Pro framework & guideline to help produce

measures of actual satisfaction and its antecedents
for any g&eric | T context (e.g., service quality,
end-user computing)

. Show that measures that have been used in the past

may be confounded by their level of abstraction.

. Demonstrate the efficacy of an alternative approach

to measuring service gap instead of the difference
approach (e.g., SERVQUAL)
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F2.1Is ormation clear?
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E2. Isthe a;‘sth'n easy to use?
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Timeliness

T1. Do you get the information you need in time?
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T2. Does the system provide up-to-date information?

[ ]

|

i &t{eairch-l\/lethodology

»Measured student satisfaction with Computing
Ser enter

-
-Studentsﬁve been using the center for 12 weeks.

*Web survey given during actual classtime.

*318 responses.
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| am pleasedl\“ith how the service provided
by CSC has

My level of satisfaction with between
what | think isthe and the
level of service provided is high
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ave received excellent support from CSC.

a| gk

wpected excellent support from CSC.

-,
-
-

| originally wanted excellent support from CSC.

el
All things considered, to what extent did the service from CSC match your original

expectations?

I Far below Quite below Below Slightly below About what Slightly above Above my Quite above Far above

my expectations my my my | expected my expectations my my
expectations expectations expectations expectations expectations (=3 ions

E ? ? ? ? ? ? ? ?
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Overall, the service you received from the CSC is:

Much worse About what Much better
than desired | desired than desired
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