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Abstract

This study aims to explore the properties of service quality elements of Direct selling
company using the two-dimensional quality model. The results of the study will serve as
reference for the Direct selling industry to improve and enhance the quality of their services, in
order to achieve the objectives of service upgrade and sound business operation. The design of
the questionnaire questions and dimensions of this study adopted the PZB service quality model
as the primary framework, which includes five dimensions of the SERVQUAL Scale: Tangibles,
Reliability, Responsiveness, Assurance and Empathy. The findings can serve as reference for
Direct selling company to develop service plans based on various implementation benefits and

investment costs.
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