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TABLE 5.6: Relative Importance of RATER Dimensions 

DIMENSION DESCRIPTION RELATIVE IMPORTANCE

Reliability Ability to perform the promised service dependably and 
accurately

32%

Responsiveness Willingness to help customers and provide prompt service 22%

Assurance Knowledge and courtesy of employees and their ability to 
convey trust and confidence

19%

Empathy The individualized attention and caring that the firm provides 
to its customers

16%

Tangibles Appearance of physical facilities, equipment, personnel, and 
communication materials

11%

FIGURE 5.5: GAP Model of Service Quality
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The Service Delivery Performance Gap. This gap arises when the service delivered doesn’t measure 
up to the firm’s own standards or industry standards. When service at a drive-through window is 
chronically slow or orders are consistently wrong, that business is experiencing a service perfor-
mance gap. Monitoring common customer experiences can help a business determine whether the 
service delivered matches its specifications.


