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Research on the Service Quality Improvement of Sci-tech Novelty Search

Based on Gap Model

SUN Jie, WANG Xiaoli, CAO Yan, MAO Yilei, LI Linshan, ZHU Lijun
(Institute of Scientific and Technical Information of China, Beijing 100038)

Abstract: Under the new situation, the disadvantages and limitations of the traditional sci-tech novelty search
mode are gradually revealed. In order to improve the service quality of sci-tech novelty, with the help of the service
quality gap model, this paper uses the Delphi method to determine the measurement indicators of the sci-tech
novelty service quality gap model and form a survey questionnaire. Through the results of the questionnaire, we
analyze the reasons for the gap in the quality of sci-tech novelty services from the aspects of cognition, standards,
transmission, perception, etc. The analysis results show that the main contradiction in the process of sci-tech
novelty search service lies in the difference of service expectation between customers and users, which is caused by
the difference in their cognition of product quality and service quality. Only by solving this fundamental problem
can the contradiction between product quality and service quality be eliminated. On this basis, we can further
narrow the service quality gap by improving standards, standardizing management and upgrading service mode.
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