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Abstract

This academic article aims to review and synthesize the concepts of service mind,
service quality, and Sangahavatthu 4 in order to propose a Buddhist-integrated framework for
service excellence. The article is based on documentary study and synthesis of relevant
academic literature, focusing on the relationship between service behavior, customers’
perceived service quality, and Buddhist principles. The synthesis indicates that service mind is
an essential attribute of service providers, expressed through willingness, politeness,
attentiveness, emotional control, and appropriate responses to service recipients’ needs.

Service quality, meanwhile, is determined by the recipients’ perception of service outcomes,
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service processes, and service behaviors. When integrated with Sangahavatthu 4, dana
represents generosity and willingness to help; piyavaca represents polite and appropriate
communication; atthacariya represents beneficial action toward service recipients; and
samanattata represents equitable and consistent conduct. The new knowledge proposed in
this article is that Sangahavatthu 4 can be interpreted as a behavioral mechanism for developing
a Buddhist-integrated service mind, which contributes to service quality, satisfaction, trust, and
a positive organizational image.

Keywords: Sangahavatthu 4, Service Mind, Service Quality, Service Excellence
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