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ABSTRACT
A widely accepted method of measuring the quality of services is SERVQUAL, introduced by Parasura-
man, Zeintham, and Berry in 1985. SERVQUAL measures the gap between the expectations and the per-
ceptions of the customers about the efficiency of services based on five dimensions: (1) tangibles, (2)
reliability, (3) responsiveness, (4) assurance, and (5) empathy. Subsequent studies have examined the
effectiveness of this model in various fields, such as retail trade and tourism (Finn & Lamb, 1991; Maher
et al., 2011). Various critics of this tool state that there is greater focus on customer perceptions than on
customer expectations, so that the gap between expected and actual service performance cannot be
accurately determined (Daskalaki et al., 2020). In addition, the use of SERVQUAL in measuring the quali-
ty of services in museums is quite ineffective. For this reason, Frochot and Hughes (2000), based on the
service quality model SERVQUAL, developed another specialized model for evaluating cultural services,
the HISTOQUAL scale. The main approach of HISTOQUAL is based on the comparison between visitor
perceptions and their expectations. The article analyzes the HISTOQUAL in the Archeological Museums
of Greece.

KEY WORDS
Museums, quality, services, expectations, tourism

Paper received: 1 September 2023 ¢ Paper revised: 9 December 2023 e Paper accepted: 10 December 2023

Dr. Chatzidimou Triantafillos took his Ph.D. at lonian University focusing on Total Quality Management of archaeo-
logical museums of Greece. In 2014 he was elected Laboratory Teaching Staff at the Department of History, Arche-
ology and Social Anthropology of the University of Thessaly. Educator for students at Thessaly University for 14
years in computer science and quantitative research methods in the Humanities and Social Sciences based on His-
tory, archaeology, and Social Anthropology. Both in his teaching work, as well as in his research and writing, he
aims at the issues of promotion and management of cultural heritage.

Email: chatzidimou@uth.gr

Vlizos Stavros (Ph.D.) after completing studies at the University of loannina and the Ludwig-Maximilian University
of Munich, worked as a contract archaeologist at the Ministry of Culture (1997-2001) and then at the Benaki Mu-
seum (2002-2013) as a researcher and scientific associate of the Director. He teaches as Associate Professor a wide
range of courses in Museology and Archeology at the Department of Archives, Library Studies and Museology of

Cultural Management: Science and Education, Vol. 7, No. 2 (2023) 1



the lonian University. He is the director of the Amykles Research Project, an associate of the Athens Archaeological
Society, a corresponding member of the German Archaeological Institute, and co-founder of the Athens "Roman
Seminar". His research interests and publications refer to promoting and managing cultural heritage and archaeo-

logical goods.
Email: vlizosst@ionio.gr

loakimidis Panagiotis is a Cultural Economist Researcher at the Department of Archives, Library Science and
Museology at lonian University, with a PostDoc and a Ph.D. in Cultural Economics, as well as an Economist and
Experienced bank associate. His books and publications have to do with culture and tourism.

Email: ioakimidisp@yahoo.gr

References

Bock, R. D., Gibbons, R., & Muraki, E. (1988), Full-
information item factor analysis, Applied Psycho-
logical Measurement, 12(3): 261-280.

Campbell, M. ]., Blackwell, B., & Books, M. ]. (2006),
Statistics at Square Two, (2nd ed), Oxford, UK:
Blackwell Publishing/BM] Books.

Chatzidimou, T., & loakimidis, P. (2023), TQM: Key
to Enhancing Competitiveness and Cultural Her-
itage in Tourism, International Journal of Culture
and Modernity, 26: 51-61.

Chen, C. F,, & Chen, F. S. (2010), Experience quality,
perceived value, satisfaction and behavioral in-
tentions for heritage tourists, Tourism Manage-
ment, 31(1): 29-35.

Chen, C. F,, & Chen, P. C. (2013), Another look at
heritage tourism experience, Annals of Tourism
Research, 41: 236-240.

Cook, R. D., & Weisberg, S. (1982), Residuals and
influence in regression, New York: Chapman and
Hall.

Cristobal-Fransi, E., Ramoén-Cardona, J., Daries, N., &
Serra-Cantallops, A. (2021), Museums in the digi-
tal age: An analysis of online communication and
the use of e-commerce, Journal on Computing
and Cultural Heritage, 14(4): 1-21.

Cureton, E. E., & Mulaik, S. A. (1975), The weighted
varimax rotation and the promax rotation, Psy-
chometrika, 40(2): 183-195.

Daskalaki, V. V., Voutsa, M. C., Boutsouki, C., & Hatzi-
thomas, L. (2020), Service quality, visitor satis-
faction and future behavior in the museum sec-
tor, Journal of Tourism, Heritage & Services Mar-
keting, 6(1): 3-8.

Field, A. (2013), Discovering statistics using IBM
SPSS statistics, New York, NY: Sage Publications
Inc.

Finn, D. W. & Lamb C. W. (1991), An Evaluation of
the SERVQUAL Scales in a Retailing Setting, In:

Holman R. H. & Solomon M. R., Association for
Consumer Research, Advances in Consumer Re-
search Provo, UT.

Frochot, I, & Hughes, H. (2000), HISTOQUAL: The
development of a historic houses assessment
scale, Tourism Management, 21(2): 157-167.

loakimidis, P. (2022), Thematic Museums in Greece
and Tourism Marketing. Correlations and effects,
Thessaloniki: DISIGMA Publications.

Kaiser, H. F. (1958), The varimax criterion for ana-
lytic rotation in factor analysis, Psychometrika,
23(3): 187-200.

Kim, C., & Storer, B. E. (1996), Reference values for
Cook's distance, Communications in Statistics-
Simulation and Computation, 25(3): 691-708.

Leech, N. L., Barrett, K. C., & Morgan, G. A. (2005),
SPSS for intermediate statistics: Use and interpre-
tation, (2nd ed.), London, UK: Psychology Press.

Mabher, |. K, Clark, J., & Motley, D. G. (2011), Measur-
ing museum service quality in relationship to
visitor membership: The case of a children's mu-
seum, International Journal of Arts Management,
13(2): 29-43.

Markovic, S., Raspor, S., &Komsic, J. (2013), Museum
service quality measurement using the HISTO-
QUAL model, Tourism in South East Europe, 2:
201-212.

Putra, F. K. K. (2016), Implementation of HISTO-
QUAL model to measure visitors’ expectations
and perceptions in Museum Geology Bandung,
In Asia Tourism Forum (pp. 322-327).

Radder, L., & Han, X. (2015), An examination of the
museum experience based on Pine and Gilmore's
experience economy realms, Journal of Applied
Business Research, 31(2): 455-470.

Shrestha, N. (2021), Factor analysis as a tool for
survey analysis, American Journal of Applied Ma-
thematics and Statistics, 9(1): 4-11.

2 Logos Verlag Berlin - Academic Publications in Science and Humanities



Vesci, M., Conti, E., Rossato, C., & Castellani, P. Yang, H. Y. & Jeon, 1. 0. (2013), Influence of Service

(2021), The mediating role of visitor satisfaction Quality on Tourist Satisfaction in Cultural Herit-

in the relationship between museum experience age Tourist Destination-Focused on Expertise of

and word of mouth: evidence from Italy, The 01d Palace (Kyeongbokgung) and Revised HIS-

TQM Journal, 33(1): 141-162. TOQUAL, The Journal of the Korea Contents Asso-
Voelk], K. E., & Gerber, S. B. (1999), Using SPSS for ciation, 13(5): 459-471.

Windows: Data analysis and graphics, New York,
NY: Springer.

Cultural Management: Science and Education, Vol. 7, No. 2 (2023)



