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Abstract

Purpose: In today’s competitive and unstable environments, service quality is not limited to meeting customer expectations; it also depends
on an organization’s ability to maintain and recover service performance under disruptive conditions. Although service quality and
organizational resilience have been widely studied, these two domains have mostly been examined separately, and conventional service
quality gap analysis frameworks often overlook the role of resilience requirements in determining improvement priorities. This study aims
to develop an organizational resilience-based framework for service quality gap analysis and the prioritization of improvement actions.

Methodology: This applied study adopts a mixed-methods approach. First, service quality dimensions, organizational resilience
dimensions, and resilient system characteristics were identified through a literature review. Service performance data were collected from
200 customers of Taban Gohar Nafis Company using an importance-performance questionnaire. A two-stage Quality Function
Deployment approach was then applied. In the first stage, organizational resilience dimensions were weighted based on resilient system
characteristics. In the second stage, the importance of service quality dimensions was determined according to the weighted resilience
dimensions. Finally, gap analysis and Importance-Performance Analysis were used to identify and prioritize areas requiring improvement.

Findings: The results show that internal communication is the most important resilient system characteristic, while agility is the most
important dimension of organizational resilience. Responsiveness and competence received the highest importance among service quality
dimensions from the resilience perspective. Gap analysis indicated that responsiveness has the largest gap between current performance
and expected importance, making it the first priority for corrective actions. The Importance-Performance Analysis results further showed
that most service quality dimensions are in a favorable position, whereas communication requires immediate managerial attention due to
its high importance and relatively low performance.

Originality/Value: The contribution of this study lies in proposing a framework for evaluating service quality from an organizational
resilience perspective. Unlike conventional approaches that analyze service quality gaps mainly based on customer expectations and
perceptions, this study determines the importance of service quality dimensions according to resilience requirements. Integrating Quality
Function Deployment, gap analysis, and Importance-Performance Analysis enables the identification of improvement areas that
simultaneously enhance service quality and strengthen the organization’s capability to cope with environmental disruptions.

Keywords: Service quality, Gap analysis, Importance-performance analysis, Resilient system, Organizational resilience, Quality function
deployment.
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Table 1- Summary of research background.
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Table 1- Continued.
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Figure 1- Research implementation steps.
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Table 2- First quality house communication matrix.
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Table 4 - Results of gap analysis and ranking based on resilience.
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Figure 2- Importance-performance analysis chart based on resilience.
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