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Abstract : Much effort has been placed on the assessment of perceived service quality. Several models can be found in
literature, but these are mainly focused on business-to-consumer (B2C) relationships. Literature on how to assess perceived
quality in business-to-business (B2B) contexts is scarce both conceptually and in terms of its application. This research aims at
filling this gap in literature by applying INDSERV to a case study situation. Under this scope, this research aims at analyzing
the adequacy of the proposed assessment tool to other context besides the one where it was developed and by doing so
analyzing the perceive quality of the advertisement service provided by a specific television network to its B2B customers. The
INDSERV scale was adopted and applied to a sample of 33 clients, via questionnaires adapted to interviews. Data was collected
in person or phone. Both quantitative and qualitative data collection was performed. Qualitative data analysis followed content
analysis protocol. Quantitative analysis used hypotheses testing. Findings allowed to conclude that the perceived quality of the
television service provided by television network is very positive, being the Soft Process Quality the parameter that reveals the
highest perceived quality of the service as opposed to Potential Quality. To this end, some comments and suggestions were
made by the clients regarding each one of these service quality parameters. Based on the hypotheses testing, it was noticed
that only advertisement clients that maintain a connection to the television network from 5 to 10 years do show a significant
different perception of the TV advertisement service provided by the company in what the Hard Process Quality parameter is
concerned. Through the collected data content analysis, it was possible to obtain the percentage of clients which share the
same opinions and suggestions for improvement. Finally, based on one of the four service quality parameter in a B2B context,
managerial suggestions were developed aiming at improving the television network advertisement perceived quality service.
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