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Abstract

Service quality is a new cancept highlighted in current management aspect. Previously,
organizational management was emphasized on the excellence of products and its properties,
currently, the customer relation management has been recognized as an important aspect. Therefore,
the content of the article is highlighted on: the concept of service quality and customer satisfaction,
gab model for quality service, the application of service quality in information organization
management, service quality evaluation and SERVQUAL, an instrument for quality evaluation. The
impact of service quality concept on information works such as the development of service leadership

and strategic methods for information service is included.
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