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ABSTRACT

The quality standards of service industry are strictly customer-centric. Their expectations shape the
service designs and their satisfaction shapes the competititon. SERVQUAL measures the service
quality and it is one of the most important factors that shapes the service industry. SERVQUAL focuses
on the perceptions of the customers, and if the perceptions of the customers are rational, it provides
reliable results. But the cognitive differences may cause irrationality or perceptional differences,
because of personality disorders or cultural differences. Thus, some common cognitive differences
are the weaknesses of SERVQUAL. These weaknesses are elaborated with this study.
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1.0 INTRODUCTION

The service industry is growing with the changing lifestyles. The service industry cannot keep any stock
as the output is perishable. This perishability does not allow the customers or the company owners to
evaluate the output once again. Only the consumers can evaluate the service. That is why the consumers
decide which service is good and which service is bad.

The service industry focuses on service quality to provide continuous improvement. Service quality is
different than product quality, because it is not possible to make any test on the outputs. Homogeneity,
is also the target of service sector, but it is not possible to talk about homogeneity of the services all the
time. Even if two services are exactly the same, they may be perceived different by the customers.
Therefore the perceptions of the customers plays an important role in service quality.

The satisfaction determines the quality of the service. It is strictly related with the expectations
(Parasuraman et al, 1994). If the expectations of the customer is met, then he will be satisfied. If the
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expectations of the customer is greater than the performance, then the service will be accepted to be
less satisfactory and quality will be perveiced to be less (Lewis & Mitchell, 1990).

There are several factors which affect the perception of service quality. On the other hand, perception
and evaluation appears during the comparison of the expectations to the result. If the result is better
than the expectations, then the perception of quality will be high. Cognition may shape the expectations,
but matching expectations to satisfaction is not related to cognition. Only the success of a service can
shape this. In other words, successful services provide more satisfaction by building a bridge between
expectation and perception.

Service quality measurements, which are vital to service sector companies, takes the expectation and
satisfaction relationship as a metric. SERVQUAL, which is a common service quality evaluation technique,
has such a design. It focuses on the perceptions of the customers. The quality perceptions of the
customers are measured by using the mentioned metric. However some certain cognitive differences
may cause differences on the perception of service quality and decrease the performance of service
quality measurements. This study will elucidate such cognitive differences.

2.0 COGNITION

Cognition is a mental process which includes the understanding of life and its events. Even though life is
the same for everyone, each individual perceives and summarizes life differently due to the cognitive
differences. There are several factors that affect the formation of cognitive structures.

Cognition has the most significant impact on personal morals. Bandura (1999) claims that individuals are
guided by their own ethical standards. That is why it is possible to see some people act the same way due
to their morals (Bandura et al, 1996), and some people are reprimanded (Bandura, et al, 1975). There are
some unwritten rules which are known by a community (Bandura et al, 2001), these rules shape the
cognitions of the people.

Individuals cannot support their ethical reasoning ability without ethical rules and these rules mean
“anticipatory sanctions” for a person (Ashforth, 2002). Opotow (1990) claimed that ethical rules
determine the people who are not socially accepted. He called this situation a kind of “exclusion”.
Exclusion is totally related with the people and the groups. There is no universal “right” or “wrong”. A
person, who is socially accepted in his country, can be excluded in another country.

Environment affects the cognition (Barsalou, 2003), that is why people who live in the same environment
can understand each other more easily. It is inevitable to avoid the impacts of the social environment,
because the social environment will have connection and repeat the common ideas (Glenberg, 1997), by
the way these ideas will be reaching each individual. Social interaction has many other different ways to
shape the cognitive structures of the members of that society (Prinz 1997). Besides the language of a
nation, each region has its own language due to social interaction (Rizzolatti & Craighero, 2004). Because
the needs of the societies vary and the main needs of a society will be the center of their cognitive
structure (Smith & Semin 2004; Yeh & Barsalou 2006).

3.0 SERVICE QUALITY

Service and manufacturing operations have obvious differences, but the most important difference
depends on the quality dimensions. The outputs of a manufacturing operations may have certain criterias
for internal control (Peeler, 1996). On the other hand service operations have relative criterias and
internal control is not always possible, mostly external control is necessary (Heskett and Sasser, 2010).
The service operations are not only related with the performance of the employees, it is also related with
the expectations of the customers. Therefore the cognitive structures of the customers play a great role
in the quality of service (Valarie et al, 1996). The ability of the company to understand the cognitions and
emotions of a customer will affect the service quality (Ruyter, 1997).
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The features of the products might be important at service industry, but how they are used for service is
more important. Because after e-marketing, it is easier to reach any product. Therefore the product can
be bought from anywhere. But the service is unique. Anyway, the quality of the products which are used
for the service can increase or decrease the quality of the service.

The attitude of the employees is very important for the service quality. It is accepted just like attitudes
do not reflect the behaviour, on the other hand it is partially true. Depending on the connection between
the people, even the attitudes which are hidden perfectly can be realised by the other person. That is
why the employees need intrinsic motivation to be able to increase the service quality (Kreps, 1997).
Customers can create emotional ties with the people who loves what he is doing. These emotional ties
will bring trust. If the employee can create trust and the customer feels that he is reliable, then even low
quality of the products which are used for that service may be neglected by the customer.

No service of company is exactly the same with the service of another company as the employees are
not the same. At the service sector, the value can be created by the employees (Gronroos, 2000). Even a
perfect business design with high quality products cannot survive without the contribution of the
employees.

The customers have expectations. They are satisfied if theie expectations are met with that service.
These expectations are shaped in time. If a service company can provide a satisfying service for a while,
the tolerance level of that customer will increase. This situation is called loyalty (Caruana, 2002). To
increase the life of the company, customer loyalty is vital. To provide the customer loyalty, companies
focus on evaluating their service quality performance. Service quality measurement techniques are
improved with this purpose. Main measurement technique is called SERVQUAL.

4.0 SERVQUAL

Service quality measurement is difficult, because it is perishable (Bateson, 1995). The outputs cannot be
stored, exhibited or perfectly imitated. They can only be perceived by the customers. Thus the service
quality measurement depends on the customer perceptions.

Parasuraman et al. (1988) proposed a new model to measure service quality which is called SERVQUAL.
It was a 22-item scale relating expectations with perceptions.Only five dimensions are used for this
service quality test. These dimensions are reliability, responsiveness, assurance, empathy and tangibility.
SERVQUAL is used to evaluate the service quality of the hospitals (Babakus and Mangold, 1989). CPA
firms are also evaluated by using this test (Bojanic, 1991). Dentist centers, tire stores (Carman, 1990), fast
food (Spreng and Singh, 1993) and discount stores (Finn and Lamb, 1991) are some other sectors where
SERVQUAL is used for measurement.

Parasuraman et al. (1994) tried to improve SERVQUAL. The expectations are taken as comparison
standards. It is seen that the desired service and adequate service is used as metrics by the customers.
Zeithaml et al. (1996) mentioned that there are ten dimensions of service quality and displayed the
relationships between them. Avkiran (1994) attempted to create a new model with four dimensions such
as contact, reliability, communication, and access to services. This model was specific for the service
quality measurement in the banks. Othman & Own (2001) tried to make measurements by using another
system, which was even more specific, designed for Islamic Banks. Anyway, the attempts to improve
SERVQUAL did not come up with such a result which can create a new system.

5.0 COGNITIVE DIFFERENCES

SERVQUAL is designed to minimize the cognitive differences. It mostly focuses on how expectations
shape satisfaction. On the other hand some of the personality disorders are reasons of irrationality
between expectations and perceptions.
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5.1 IRRATIONALITY AND PERSONALITY DISORDERS

First disorder, which is a reason of irrationality, is the borderline personality disorder. Provoking, is a
common behaviour of people with borderline personality disorder (Gunderson, 2007). Provoking is a
defense mechanism (Bland et al, 2004). This behaviour has a negative impact on the social relationships
of the people with this disorder. The reason of provoking is various and it usually deteriorates the
business life of a person. The time of provoking is unpredictable and it can affect the business life of a
person with borderline disorder by causing adverse circumstances.

The fear, which is a common characteristic of people with borderline personality disorder, is the fear of
losing. This feeling is also known as “the fear of commitment”. At first sight, this fear seems to be related
with therelationships. But it is related with anything that the person with borderline personality disorder.
For example, if such a person has strong emotional ties with his job, he may tend to lose his job.

The fears stimulate the irrational behaviors. For example, a person with borderline personality disorder,
who is afraid of being dismissed from his school, may be dismissed by provoking the other students, even
the teachers. Such a person can do many other things to be dismissed. If this person has too much fear,
more than he can stand, his stress might be destructive and take control. Being dismissed will be gettting
rid of the feeling which causes stress. To get relief, the person will try to be dismissed unconsciously.

People with borderline personality disorder may have complicated love affairs, due to their fear of losing.
A healthy relationship will be very difficult for him because of the fear of losing his partner. This feeling
will cause stress. He may try to hurt his partner. These kind of behaviors are mostly thought as
psychopathologic behaviors, but they are not. Because the person with borderline personality disorder
does not enjoy such situations and regret is the dominant feeling which comes after every provoking
behaviour. Sometimes regret is very intense and that is an evidence of the non-existence of
psychopathologic behaviors. But the instinct of provoking is irresistable and strong. That is why it is also
possible to see the relationships ruining the business life of these people. For example, it is irrational to
argue with his wife before a very important meeting, but a person with borderline personality disorder
has such a strong instinct to do that and the argument is inevitable.

People with borderline personality disorder have proness to irrationality. Self-harm and suicidal thinking
can also be accepted as some other forms of irrationality. When these tendencies appear, the
preferences of the people with borderline personality disorder will not be rational and their quality
evaluations will be irrational.

Second disorder, which causes irrationality, is known as parental alienation. With various reasons,
deliberately or unconsciously, it does not matter, some kind of parents do not appreciate any success of
their children (Minzenberg et al, 2006). They rather appreciate the failures of their children. As a result,
the children will be conditoned for failure, not for success. This situation will cause irrationality.

Some parents focus what is best for the child obsessively. They give orders and expect their child to obey.
Itis inevitable to see the child reacting to protect his personality. It does not matter for the child to agree
with her parents or not, he just needs to take his decisions to feel that he is an individual. If the parents
have rational demands, the rebel child act irrationally. If the parent is not alienated parent, this situation
will be temporary. This behavior is observed on adolescents especially.

The alienated parents are rejected by the children. The reason is mostly the other parent as the other
factors cannot affect a child to reject the other parent effectively. If the alienating parent is rational and
the child is avoiding to imitate him, then the child may have irrational behaviors. The period of this
situation strongly depends on how long that parent will be alienated by the child. Sometimes the children
realise the manipulation and alienated parents change.
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Third disorder, causing irrationality, is the bipolar disorder. Bipolar people have cycles (Wehr and
Goodwin, 1979). They have manic and depressive periods (Glenn et al, 2006). They are very strong and
energetic during manic periods and they are very weak and tire during depressive periods (Krystal, 1998).
They are usually rational during mania and irrational during depression. Because they tend to take too
much responsibility during manic periods and they try to get rid of them during depressive periods.

Paranoia is accepted to have relationship with schizophrenia (Philipps et al , 1999). In fact, has more
relationship with borderline personality disorder (Lenzenweger et al, 2008) and with parental alienation
(Gardner, 1999). The manipulation of the parents is the main reason of paranoia. Some parents defame
their children and blame them. A child who sees these kind of behaviours will think that the other people
around him are worse, because of the nature. Nature tells that, parents treat a person better than others.
On the other hand it is not always true for humans.

Paranoid people may have serious confidence issues. These issues may seem to be related with the other
people at first sight, but they are related with the person who has paranoid personality disorder. Because
these people tend to doubt the other people. Lack of confidence will also appear and it is one of the main
reasons of irrationality.

5.2 CULTURAL DIFFERENCES

Culture shapes the behaviors of the people living in the same environment. Every environment has a
dominant culture. People, who shares the same culture, learns the shared social values, from each other.
That is how the social values and norms of the cultures affect the cognitive structures.

Cognition is the ability to explain the incidents with a cause and effect relationship. The perceptions of
the people depends on their causes, sometimes a behavior is accepted to be the cause of an incident for
a person, but it cannot be the cause of such an incident for another person from a different culture.

The culture has strong impact on the expectations of the people. A person might expect something good
after abehavior and another person might expect something bad after the same behavior. Because some
behaviors are signs of friendship in some cultures, but they are signs of disrespect in some others. The
social values shape this situation. The main reason of the difference on the social values is culture.
Different cultures can have different social values and norms. As a result, people from different cultures
may get different messages from the same situation.

Shweder (1991) thinks that some cognitive content is universal, but cultural differences in cognitive
processes exist and cultural practices should be evaluated together with cognitive processes. It is true
that some certain rules are accepted by almost all the cultures. But details can cause great differences
on cognition. It is experienced on the languages. Words, which sound the same might mean a good thing
in a language, and it might mean a bad thing in another language. Cultures are just like languages. The
behaviours mean something. Some behaviours may have some specific meanings. If a process is not
evaluated together with these kind of details, then there may be some gaps on understanding that
process. Differences on the cognitive structures can be realized. Anyway it may be difficult for another
person from a different culture, to understand the reason of such difference.

Sperber (1985; 1994; 1996) proposed a theory which seeks to elucidate the cultural characteristics in
terms of distribution of ideas in a population, on the one hand, and psychological limitations on cognition
and communication on the other. It is usual to see that the same ideas are shared by the people who
shared the same culture. Cultures may affect the ideology. But people from a different culture may have
some constraints on understanding that ideology. Because that person did not experience and embrace
most of the other opinions and ideas of that culture. A culture is formed in a long period of time. Their
impact on a person also depends on the time and the cognitive structure of that person. If that person
had the ideas of another culture, his cognition will be affected from that culture. It can be easier or harder
to get the new ideas of the new culture. This situation is related with the structure of his first culture.
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Similar cultures will help to embrace the ideas of the new culture, and any conflict between the cultures
will make it more difficult to embrace the new culture for sure.

Boyer (1993; 1994) has found religious beliefs at the roots of cognitive structure of a culture. Religion
cannot have conflict with the culture. Otherwise the people of that culture would not choose that
religion. By the time, it is usual to see the culture more affected by the religion. Religions have their own
ideology. Just like the ideologies, they also create different expectations.

Hirschfeld (1988; 1994; 1996) noted that there are evidences about the impact of race and gender on
cognition. Discrimination may be a crime, but some of the cultures protect a certain race which may mean
discriminating the others. This discrimination can stay inside the legally acceptable limits. But it will still
enable the other cultures to react. It is the same for gender. A gender or a race may be forced to feel
humiliated with the attitude of the people who shares the same culture.

The most important factor that affects the cognitives structures of the people is the culture. Together
with traditions, religious subjects have a significant impact on the cognition of the people. Sometimes an
individual may suffer because of his decisions which are against the morals of his culture, because of the
reactions of the other people.

6.0 CONCLUSION

Measurement of service quality is based on the perceptions of the customers. SERVQUAL focused on the
expectations as a base of the perceptions. But the expectations are affected by the cognitive structures
of the people. There are internal factors and external factors that shape the cognition. Personality is the
main internal factor and environment is the main external factor that builds the cognitive structure.

Some personality disorders affect cognitive structure adversely by damaging rationality. The result of
such personality disorders is the irrational behaviors. Irrational behaviors and irrational manner, which is
caused as a result of the certain personality disorders, decreases the success of SERVQUAL.

The cultural motives that play a great role in understanding the environment, vary and these variations
may have negative impact on the validity of SERVQUAL. Because this test is totally related with the
perceptions and different cognitive structures that produce different perceptions will cause some
misunderstandings. That is why cultural differences may also be a constraint on the success of
SERVQUAL.

Because of the cultural differences, comparion between different regions by using SERVQUAL can be
deceptive. The regions should be chosen carefully by taking the cultural differences into account. The
adverse impacts of the culture can be avoided by doing so, but the adverse impacts of internal factors
cannot be avoided. The deviation which is caused by the irrationality of the people with personality
disorders cannot be removed.
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