
Quality | Golder 

AAI Invitational Symposium 
Non-Price Effects of Mergers 

What is Quality? 
 
 

Peter N. Golder 
 

Tuck School of Business at Dartmouth 
 
 

(co-authors: Debanjan Mitra and Christine Moorman 
University of Florida and Duke University 



Quality | Golder 

Bases of Competition 

•  Price 
•  But, most firms don’t want to compete 

solely on price 
•  Non-price bases of competition 

•  Quality 
•  Branding and differentiation 

•  Which include quality 

•  But, what is quality? 
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Definitions, Definitions, Definitions 
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The Comprehensive Quality Framework 
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Point 1: Quality is difficult to 
define and measure 

•  A dictionary definition of quality is how good       
or bad something is (Merriam-Webster) 
•  But, who determines what performance level is good 

or bad? 
•  Our customer-based definition of quality is 

perceived performance relative to each 
customer’s ideal preference 
•  Perceived performance is often different from 

delivered performance 
•  The same product often has different quality for 

different customers because of different preferences 
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Point 2: The type of attribute 
matters (a lot!) 
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Point 3: Which metric is better—
quality or customer satisfaction? 

•  Customer satisfaction is a comprehensive 
post-consumption judgment reflecting 
perceived performance, a customer’s ideal 
preferences, and his/her expectations about 
what performance “should” be delivered 

•  Both quality and customer satisfaction can be 
influenced by many factors besides delivered 
attribute performance 
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Strategies to Improve Quality and 
Customer Satisfaction (most have 
nothing to do with the product or service itself) 
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Conclusion 
•  Our paper provides a comprehensive, 

integrative perspective on quality 
•  Quality is difficult to define and measure 

•  Should it be defined by “experts” or customers? 
•  The type of attribute matters (a lot!) 

•  Many attributes important to customers… 
•  Are not valued equally by all customers 
•  Cannot be measured with mechanical instruments, 

but require consumer surveys to measure 

•  Which metric is better—quality or customer 
satisfaction? 


