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Empirical Study on Quality Management of New Media Website
Service Based on SERVQUAL Scale
LUO Qing—ping
(Wuhan Polytechnic, Wuhan430074, China)

Abstract:The research is based on a survey investigation. It creates a scale which measures the accessibility of

website, credibility of information contained, aesthetic value, customization, security and support service. The data show

that customers are either very satisfied or more satisfied with the six service items. Among them, users cares more about

the security and help and support service.

Key words:new media; website service quality; SERVQUAL scale; service index



