Survey Instrument Taxonomy Template
	Instrument's Name
	 List the name of the instrument

	Germinal Author(s)
	 List the original author of the instrument

	Variable(s) Measured
	 List the variable(s) measured by the instrument

	Number of Items
	How many items are included in the instrument?

	Item Phrasing
NOTES:

· Do not include screen shots of item phrasing since doing so would be a copyright violation.

· Since this information is quoted directly, include a full citation – including a page or paragraph number where the phrasing can be located.


	Include the exact phrasing of the items in the instrument; include a citation and page or paragraph number for the information. Do not include a screen shot of the items since that would be a copyright violation.

If the tool is proprietary and the exact phrasing is not publicly available, provide a brief paraphrased description of the phrasing of the items. 


	Reliability
	Look for information related to the instrument’s:

· Cronbach's alpha
· Internal consistency
· Inter-rater reliability

· Factor loadings



	Validity
	Look for information about the instrument’s:

· Content validity
· Use of subject matter expert panels

· Trait validity

· Convergent validity


	Reference #1
	List a reference for a scholarly source that used or discussed the instrument. Provide the information in APA format.

	Reference #2
	List another reference for a scholarly source that used or discussed the instrument. Provide the information in APA format.

	Relevance to your Week 4 conceptual framework
	Include a 150 to 200 description about how the instrument could be used to measure some aspect of your Week 4 healthcare marketing framework.


USE THIS AS GUIDANCE: Survey Instrument Taxonomy Example 

	Instrument's Name
	 SERVQUAL

	Germinal Author(s)
	 Parasuraman, Zeithaml, & Berry (1988)

	Variable(s) Measured
	 

5 dimensions of service quality:

1. Tangibles

2. Reliability

3. Responsiveness

4. Assurance

5. Empathy



	Number of Items
	· 22 items 

· 7-point Likert-type scale 

· 1 = strongly disagree; 7 = strongly agree



	Item Phrasing
NOTES:

· Do not include screen shots of item phrasing since doing so would be a copyright violation.

· Since this information is quoted directly, include a full citation – including a page or paragraph number where the phrasing can be located.


	Below is the exact phrasing of SERVQUAL’s 22 items as provided by Parasuraman et al. (1988, pp. 12-40). Questions are asked twice, once to assess individuals’ general expectations and a second time to measure perceptions of a particular organization.

Expectations

1. They should have up-to-date equipment.

2. Their physical facilities should be visually appealing.

3. Their employees should be well dressed and appear neat.

4. The appearance of the physical facilities of these firms should be in keeping with the type of services provided.

5. When these firms promise to do something by a certain time, they should do so.

6. When customers have problems, these firms should be sympathetic and reassuring.

7. These firms should be dependable.

8. They should provide their services at the time they promise to do so.

9. They should keep their records accurately.

10. They shouldn't be expected to tell customers exactly when services will be performed. *

11. It is not realistic for customers to expect prompt service from employees of these firms.  *

12. Their employees don't always have to be willing to help customers. *

13. It is okay if they are too busy to respond to customer requests promptly. *

14. Customers should be able to trust employees of these firms.

15. Customers should be able to feel safe in their transactions with these firms’ employees.

16. Their employees should be polite.

17. Their employees should get adequate support from these firms to do their jobs well.

18. These firms should not be expected to give customers individual attention. *

19. Employees of these firms cannot be expected to give customers personal attention. *

20. It is unrealistic to expect employees to know what the needs of their customers are. *

21. It is unrealistic to expect these firms to have their customers' best interests at heart. *

22. They shouldn't be expected to have operating hours convenient to all their customers. *

* Reverse scored
Perceptions

1. XYZ has up-to-date equipment.

2. XYZ’s physical facilities are visually appealing.

3. XYZ’s employees are well dressed and appear neat.

4. The appearance of the physical facilities of XYZ is in keeping with the type of services provided.

5. When XYZ promises to do something by a certain time, it does so.

6. When you have problems, XYZ is sympathetic and reassuring.

7. XYZ is dependable.

8. XYZ provides its services at the time it promises to do so.

9. XYZ keeps its records accurately.

10. XYZ does not tell customers exactly when services will be performed. *

11. You do not receive prompt service from XYZ’s employees. *

12. Employees of XYZ are not always willing to help customers. *

13. Employees of XYZ are too busy to respond to customer requests promptly. *

14. You can trust employees of XYZ.

15. You feel safe in your transactions with XYZ’s employees.

16. Employees of XYZ are polite.

17. Employees get adequate support from XYZ to do their jobs well.

18. XYZ does not give you individual attention. *

19. Employees of XYZ do not give you personal attention. *

20. Employees of XYZ do not know what your needs are. *

21. XYZ does not have your best interests at heart. *

22. XYZ does not have operating hours convenient to all their customers. *

* Reverse scored


	Reliability
	· Overall Cronbach’s (  =.92 (p. 29)



	Validity
	· Trait validity – based on internal consistency and factor structure (p. 28)

· Content validity – based on empirical studies in different contexts: bank, credit card, appliance repair and maintenance, and long distance telephone companies (p. 28)

· Convergent reliability (p. 30; Table 5, p. 32)



	Reference #1
	Parasuraman, A., Zeithaml, V. A., & Berry, L. L. (1988). SERVQUAL: A multi-item scale for measuring consumer perceptions of service quality [Electronic version]. Journal of Retailing, 64(1), 12-40. 



	Reference #2
	Pakdil, F., & Harwood, T. (2005). Patient satisfaction in a preoperative assessment clinic: An analysis using SERVQUAL dimensions. Total Quality Management & Business Excellence, 16(1), 15-30. Retrieved March 27, 2009, from EBSCOhost database.



	Relevance to your Week 4 conceptual framework
	My Week 4 conceptual framework suggested perceptions of service quality influence patient outcomes, such as utilization, compliance, and referrals. SERVQUAL provides researchers a rigorously tested and validated method of measuring various stakeholders’ perceptions of service quality.




NOTE: Since this is not a paper that will be submitted for publication, the assignment should be single-spaced; you have the option of using first person. The next page includes a blank copy of the template. The Week 7 assignment requires the analysis of three different measurement instruments. Submit one MS Word file contain your three completed taxonomy templates. Be sure to include a properly formatted APA title page.

	Instrument's Name
	 

	Germinal Author(s)
	 

	Variable(s) Measured
	 

	Number of Items
	

	Item Phrasing
NOTES:

· Do not include screen shots of item phrasing since doing so would be a copyright violation.

· Since this information is quoted directly, include a full citation – including a page or paragraph number where the phrasing can be located.
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