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Abstract:

The present study introduces, discusses and tests the organizational gap model as
a rich model in the field of Service Quality. The main objective of this study is to
identify the effects of demographic variables on evaluates managers of the
organizational gaps that are preconditions for delivering Banking Service quality(the
positioning gap, specifications gap and evaluation gap)Applied in Egyptian
Commercial Banks sector, To reach this purpose, three basic Hypothesis were
developed, the first one implies that there are significant differences between the
perception of managers for the organizational gap for delivering Banking Service
quality that are provided from private and public Commercial Banks, the second one
implies that there is effect for a number of demographic variables on assess the
managers for the organizational service gap, and the third measure the Relative
Importance of Dominations the organizational gap . Model scale which was
prepared by( Maja Uran ,2010) was used to measure the organizational gap, a
questionnaire has been set up containing (70)factors which might affect to evaluate
managers of the organizational gap, To achieve this purpose ,a sample of Public
and private Commercial Banks was selected randomly at Greater Cairo ,then a
random sample of managers were chosen. A questionnaire was designed, tested
and distributed on all (250) managers .A number of (224) questionnaires were
returned and rate of response ( 90%)of the target sample., and Primary data were
collected by self-interview from Sampling Unit .To insure Composite
Reliability(CR),Convergent Validity, and Discriminate Validity of questionnaire
contents ,the questionnaire has been tested using Cronbach's Alpha and analyzed

with Factor Analysis ,Structural Equation Modeling (SEM),and Average Variance
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Extracted

(AVE).To Testing statistical hypotheses the researcher used Descriptive Statistics
Tools , Z test,T-Test,F-Test, Man—-Whitiney, and X2 .The results of this study
indicated that there are statistically significant differences between the managers on
their level of perceptions for the organizational gap for delivering Banking Service
quality according to the nature of the Sector studied banks, In addition, The results
also showed that there are a significant effect of the demographic factors for
managers(gender ,age ,The degree of experience, and level of education)on the
level of evaluates managers of the organizational service gaps that are
preconditions for delivering Banking Service quality. The results can be useful
guidelines for banks management on how to improve the service delivery process.

Finally, identify issues for future research based on the critical analysis of literature.

Key Words: Organizational gap model, Banking Service quality, Egyptian

Commercial Banks sector, Demographic variables.
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Lolall CDeallisala—(V): a5 dexdll 33, (&3 three basic attributes

Physical Facilities and Processes Glilaall
A8l sileAnndloilonll 33 Slygatll 485 pacamalle oSyl Jyanilead pall: Josi
aas¥) Lpala(Y). dediall dendl) o 1oy JLai¥) Y dna gele yuall (i glle 38l Lg e e
i gll): g9a3 5 People's behavioris L)

o guaalldaric 38 salle AL gallcAuslonlle gall ey g3l Jlai¥lediUalllcie yull
) Aala(1). (DS EA) Jage pedilleiallaalle guanledliall AL ABEY e jeladlle
): Cpaali g Professional judgment el D)
(Ao silledapaillose S i)

(A yrallge Sadll o Copeail) Ay g pallediille LleYleapaall

SQ6.Evaluated  (aall) tedl) o)) L jleal) Bl zigai—(waludl zdgadl)
duyall s2a i) Performance and normed quality model (Teas, 1993)
Asiall Cgind) Ga Gl e Ala b Sl osehe (mged Taald Clsadll s
Sl o1 3 Aldad) Glaalgdl (el o aiy z3gal Cin ) Gl deadll @yl
axitll 3ins Teas (ajily .« daaell L)l ase| Loyl desdl) sagn days adil) Jas
Evaluated (aall) dedl oY1 JSa:laacled S e 8 Laxil) 3a5al o gunsal

Al Aabadl) ¢ gia A @y dylaall 32521l JSia g performance(EP)
Zj-
Q= -1{ Wi (Aijk-1j)1}"/=

Leadll saga et Al gailadl) de= K 5 ( 1) adl Juaad)l &y = Q :dua
3l hal= Alj e 4524l sasall 2aaS Jlpalall-magall Jaladl= Lyl Lpaal) = W,
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(1) 2xl Asbeially () Bl Apalad) = Ly o ()2nal (] )asalal) 325l
SQ7. IT alignment modelcilaglaall Lia gl ¢S | Gl gsys—@u\ gsym

i) (e Gatil) of z35a1ll 138 58) : (Berkley and Gupta,1994),
Jaand) Fadd g Adladlly 56 WU Gauants ) 25 535ad) e D1y (1T) <o slaall Lin sl i<
Aalae duend calelad daadll 3aga alaal ¢ lal eadi

: $Q.8 (Fitzimmons and Fitzsimnons,1994) )= paldl) 533.4.'\3\

Glileall=(Y). Content dexal) ggina()): A Aol sagal slagl dsed duhall Ciaa
adasi jall O Leuilly daxdll Al sl Geumiyg) Structure J<ueli=(Y). Process
eDaall Jelmpact iY1-(0). ke Jwall Lia) (5205 Outcome Zarall mili—(£). (e
$Q.9.PCP attribute model (Philip and A ja)gil) Zagai— aulil) z dgalll

hierarchical structure () Sl JSa 4uhall ca jdé):Hazlett, 1997)
zdsail

S et s el e llealle DAL A dasy Galsd SO (e (55 dedl) 335m
The Pivotal sl Galall=(1) a5 Aalaidl (alall (o Cligiue EDG des
Juenll Sla dgay (g lede Jpmnll aigiall daasll Sl milill Sats Attributes
ro el Jalaall Hhal o3AS) & (5)a 5 23aa 2a3 What the consumer expect
dpedl palall Jsa S aiCore attributes .agjaall (alsdli—(¥).4eadll dalaia
#Daxll rany (Siiys Aarall aglaiill (Kaelly libanlly cplelal) grype alaii lgily Caaasis
The daxill AaCall yal dll=(1). Ay saal) dpaladl Sisy @iy aglall | 5 Jelilly
sy deadl) alial " incidental extras " daa Al ElaaY) Ll Cayais peripheral

Aaadl) e Laapll e o5y deadll p Ul Jpenl) oy xie
$Q.10. Antecedents and . dasill buuglly (Gbadl 1Y) 7 3gad — sdlal) 7z 3sall)

33al JalKiag Juld z3sa axzmediator model (Dabholkar et al., 2000)
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iy Jaguslls 30U 5 ) 030 Aaaall Goludl o loY) sy (and ey 3 deaal)
Jie A8l dedll 5asay Alal) 3adis Jalgally alaal)l mndd (Bacl agd apail clliy ¢)aY)
behavioral intentions a4l Wl Juel) L)

SQ.11-. Internet banking . Ayadl cuiil) zlsad —de ol zisall
L)l cbasnll e @ model (Broderick and Vachirapornpuk, 2002_)

Y aladny
el Aaadll Aeliie gl Aesdll pliy) 4 eead) ASLGe Aerdl) ayyel sl
olo oy clldy Apadl Cap¥) 4ol sasa zisalll a ,id) Gl Jelal
Gl Ay jealic el zisall) # s daddll 339al Jraall @llyy) 56 sl o jidial)
Ladl 5yseallionsl) sai Jaeal) Culads): oas 4eal) sapal Jranll Gl 8 g3S5 Liis
b daend) AL ge tnill Jrand) colil dendll dame dagle(iual) daadl Sl 5yel))

(Re2all ¢ iyl
Glag: §Q.12(_Shahin,2010) 3saé ,de Y gigad — yde (JGY zigedl)
'Developing the Models of Service 4igadlly (Arash Shahin,2010)au)
& dln ¥ SERVQUAL a8l z35a ¢) A" Quality Gaps' Critical Discussion’

daadl) 3asal 3sad yie 644‘)(\ GSJMA Ahyall s ylg sala jaghat C¥glaal dule dals
By (\ Y)yr_ ‘_;.m\ ) gadl) & 3ana OsSal A yida Bajaa Clgad (/\) dals) A oLiias o
( PR M daadatil) §eadl) r;l}d)::\.ubﬁ\ GS_QAJ.—(\ \)

The Organizational Service Gap Model (Uran Maga,2010)

The Organizational Service axall alual Agadanll 5524l ~35a Uran ,Maga,a
e sn Wl based on the in—depth review 3saas axal (335 Gap Model

Glulpy Aalk diays dedll 3a,a ikl Literature units(300) 4wl Yoo
3asa Byl mlean Byldl Gladllh abiu) WS &Candido  Morris, 2000
The original and extended model service ausall L";mif\ SERVQUAL4.24
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Parasuraman et )43l Olayluyld quality
e S Gus( al.,1985,1986,1988,1991,993,994, Zeithaml et al., 1990
aa) Jidl z el 4adsail leilly perception gap (dlha¥) ssad )aslall 5l
B Aaodll ggad 35 i e Xy Yo evaluation gap auiill a8 4 dilgad
=i J& or better to say assessment —agall Jgall V) e g 4l
& Aoahil Glad wd (Uran,M.,2003,P409)- 58 adg.consumption Mﬁp
«Service delivery il aluacspecificationlaal salle positioningad sall): < gad
[ (Y1)sadll s3a Jaliy (communication and evaluation a.usilly Juaiy!
Juskily o6 (Uran,M.2010,P.411 ) Jull diny g Jheaie(V e oo ST ey
soadll zlgal (el Loy Clgnd EDE ) Gued) dpalanill Clsadl) iy g3l
T Sl Ai Quality delivering service  Zaaall aludy (3laiall dgedanl)
Gaall (e daiiye dayh piaiy Uilaa) z3saill( Uran Maga,2010) aa) 28 i)yl
e Ane Jeoaguln ¢ +.V4A) Cronbach alpha Wl Jalee &l Cus Validity
Ages dlal Byad JS ey Slovenianiihieg @bl ¢ Uady 52yae(0+ + )y (pyall
The  aisall semi—(V): o EDN Clsadlly e puaic(Ve)de sVl oda Jadis
3saé—(Y). Specifications gap a.all leale 35a8-(Y).Positioning gap
saill o dalull Glsadll sl dejll palill Slay) iy Evaluation gapayl
:‘;J\'_'d\
:The Positioning Gap adsall 552 dla yalic—(V[V[11)

Danll Ciladgil 3y agh (i€ a8 5all 3528 ( Candido &Morris, 2000 )y il
The Positioning Gap is defined as a management lack of .l Sx{NJUP
understanding of customer's expectations and perception of the service
lack of initiatives to listen to the customer Jiazll ciliaty) y0laal juéaill adig

Glaslaall agd (alig lack of correct understanding msaall agdll s 135
\,Lils a lack of understanding of other external information GAY) dalal)

YYY
Y VA G saall A il Ll bl ) Alas



e e d draalail) 3 gl 3 gail (g pdall

e Maal) ulad il gil) 5l @yl ol 13 Leadl) 53gn Al (St adgal) 35ad o )
colad g aa (98155 Y Ly 44 padll dadll desired qualityds g jall 3agall g

o Al dakiie & adsall 3528 aaa o) ) (Zeithaml A.et al,1988,p,43) s
Y

Juay) cilsisese Marketing research orientation aysuill igan aagill: iy
McCarty )IxX5 « Upward Communication levels of managers ¢/l L",,Jsil
Clgasill & a lack of [ai dags Gl adsal 3528 of (and Keefe, 1999
dadll 33sa a3 Byl Ll g2 cOnsumer orientation  Jueally 4a gl
service 4.aall 325 32l «management commitment to service quality
mission| vision il Al )| aus )l quality leadership
soa A o Al 2T gl 59ad aas of(Uran,Maga,2010)S5,5.clarity
¢Jrandl dagille Byguitll hgan daagills A0 Cilaasall

dead Jaliiy Bagall aaliagdaddll Bagay Y Glllderdll 3o jiekal 3ald
(¥ ) )il

Leliall wlKyal Ju:Service quality strategy dasdll saga duas)yi asgda

Zero Defect dpaall gl 88 il Gladliul 4aall e dsslil
Clean aki! z@Yls product innovation il yaaiy Manufacturing(ZDM)
firm innovation  sliiall aoad daadilinl dedl) claie 4agty Production
Technological innovation strategy deaall agleSall ynaaall dailjiulg strategy
e Danll Cladgiy sligl 3 aalud Al sans clead a5 406 Glead gl DA (1
clalaiall W e 13V (ggie ey

(e.g;.Steven S.Zhou.et al,2017,p.8,Qian,C.et.al,2017,p895)

Lshall (e degane aias lob dendll 3asa daadilia) (Uran,2010,409) s
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35 yall

The service quality strategy is a set of .idaidl 24 JSI 4aag Jia Al
guidelines that provides orientation for everyone in the organization
(e Bl aaalie 1385 dakaiall dliil) — Uil Jlaall daodldl 335 doailyin) 2aang
The service quality bl (=l Ll sa5al) sladf Loasly adsall olim) Dla
strategy identifies the organization's competitive scope and its concepts
of quality through a selection of ,and positioning on, the fundamental
quality dimensions it wants to compete with

Quality Management sa,all ) i (Julian Paul Sidin,2014,p6)iu S5
cladly saill 3aail AUICompetitive strategies dudlill Cladl i) gaa] 2
a= il Superior performance aciall <\1s survival in the marketplace
as the organization's central aims iaaiall 4,3 ye CalaalS 3 miall Ldul) Cag k)
aasil sy clialsdl a3 The Specification Gap ciliualsall 3saé—(Y]V][) 1)

specifications are required to guide personnel in their iy ¢1d & Jalal)
Glialse dllia Y Al clabidl of( Zemke and Schaaf, 1989 )1<5 5 activities
Organizations do . sasall (alias)y 4dliis Laxdll ool (gsine i (g (Sla Dpan)
not possess any kind of formal specification, which results in aggravated
Ayl o @Al Glaalgll 38 Jidige service variability and lower quality

management Perception—service quality Ladll sasa Glaalgas 3ylay!
LS e Dhanl) il 3 mamia JS Aadaiall 3yl0) @)y Laxie Saaiige specification gap
clear specification isaly Glaalse A Leligas o lgiaay sle unable 536 e
eyl 4. Specifications gap deadll Clialse sad Jadis (Uran,2010,409)

¢ASHdal) A g palledagall 3 ylaachlaal sall (“"""“‘a"cs‘b}
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caia(YY) Bgadl) 038 (pana® gedypdiall ) gall 813 g (Bansiil] JalKlle AV by sinnall
ol Candida and Morris,2000 )au)s it X5 :ciliualgal) Boad podd Cilinsa
daadll B3 Cilbialse aatgaaailleJidatl) 4 (aiill: o Cilbalsall 3ead ) seds lad

a lack of analysis, design and definition of service quality

The strategy — Aadlpll) goaay Glialwdl Gn olaillgspecifications
formal eyl Glialsall Qle daim Dlaall Clad il 35la¥) ClS)al Lali wcontent
(Parasuraman, Zeithaml, and «ilul)ys C_.Lu xS adl 4. 4.240) 33421 specification

Berry,1988,1990,Berry1988,1990,

Giladiiey Clicalsall 3528 ana . Groenroos, 1990, Candido and Morris,2000)
S led )31 il siasalledig pall Sl aledagall dyjlimac pransill Ciliaalser b Ally 2ay darl
sad  jeels Claae Gluhall el Al Gpasg@aadilly JalKillgdy il 3))sall
—(Y).short=Term profit orientation gaall juad =l angll=(1): a5 Glialsall
internal communication—levels of managements 23U L;J';m\ Juaty!) b gioa
Jreall 328 Hulae @le—(£). Poor service design deaill Camall aveaili—(Y).
Gl s cas Lag.absence  of - customer—driven  standards

(Garvin, 1988,
Bsad ool il Glaaa  dxy)l Zeithaml,Parasuraman&Berry,1988,1990)
Aaleiegall dyjlmaciaialy Colaal dsmgderdll saga sad 8)laY) G 1 ay Cliialsall

Ll g A yal
oo laa (aey anil) 35 (et :The Evaluation Gap auiil) 5ead—(Y]V]4Y)

Aalaiay il 5omd ana days harie (V)hase o Gpaed) sgingg 5300 il 213V

K5, 53540 4,300, measuring performances ¢S Luld & Al L)
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Judl  ap@ll o (McCarthy&  Keefe, 1999,Uran  Maga,2010) sl
dadll sasal Jaeall sl &Y Je (S Effective quality evaluationsasall
Laxdll Dlginl o dagal) ddaal U Leasll 305 e Cilaglaas sdyg 5 8y pia b allaiy
Glpadly e gllg 3. yall A0 lliag ols moment of truth or service consumption
means of 4)liall ilees de2all 35al aoludl apiill LoD L pad) dapaly i)

.comparison

(Aaddd) anloct) Lpadaiil) §oail) z 3gad) Al 7z dgad Cilpiiag Slagi—(£]V]YY)

Db L Al zigal cilgad sy Aejdl jualial) culiag

The Positioning gap adsall 5528 lal ﬁu:.—(:ij)

Marketing research  digudll digan dagllh @l ) }al.b—(\l\)

orientation

Amount of marketing research (g, guill Eigay Hlaae— )

Usage of marketing research sl &ysay aladin) gae —Y

Collection information on guest's (Jwall)gsidll Lay e Glaglaall pan—¥
satisfaction

Collection information on guest's (Juwall)oysill Ciladsi e Glaglaall pan —¢
expectations

Extent of direct interaction between .¢3laalls eyaall (bl Jel@l) g0 -0
managers and customers

Customer orientation Jiaall dadill aldl) ) palic —(YI\)

Tendency to service quality deaall 305a 53 Juall =1

Willingness to change uaill sy dae)li-V

'Y
Y VA G saall A il Ll bl ) Alas



e e d draalail) 3 gl 3 gail (g pdall

Management's  daadll 3agay 301 (3gai)aliilly aldl) sadl yalie—(Y[Y)

commitment to service quality

Service quality responsibilityasasl) 3.5 olad 4 shuall—A

Motivating for service quality.iaal) 3aga g1 dsedlal) —9

Responsibility for innovation and . jgdailly aaaill e Adgiuadl-Y e
improvement

Priorities —i 1Y a8y 1-1 )

Resource commitment to quality.sasall sai 2))sall 4pagiy ANV Y

Existence of internal quality programs .alalall sl el 252 ¥

Service quality .4aail 33ea  pwad Al aldl axld salie—(£]Y)

improvement leadership

Designing the operations according to .eJlaall ciladsi 335 Gllaall avaai=) §
customer's expectations

Discrepancy between ASHaally dadgial) deadll e chglall-agladli-Y o
expected and perceived service

Understanding the working conditions . Jaall a5,k agd =11

Openness to change. il e ~Gay) =) Y

Communication. JlaN| —YA

Helping employees  jlalall 3aclus —Y4

Decision making style. )l das) —laar— caslad =Y o

Spreading the mission |vision.as I/l a—Y)

Understanding the mission| vision.ay JI/alu )l agd —Y Y

Resources commitment to mission| .35 /Al )]l sa3 3)lgall dagiy o) -V

vision
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Concepts of quality 3.a¢all adlia (aldl) 2l palic —(ol\)

Service quality as a business goal Jlac| CaxS deasll 35 —Y £

Employee delegation  plalell aygsi —Yo

Service quality awareness .4l saga dualy el =Y

Adequacy of service quality concepts.isall 539a amlia(AdDla)US-YY
Meaning of service quality dimensions ..l 54 alad (Fxe) g5 YA
Goal setting. sagll xzag —¥4

System of preventing service defects . dsall(Jle)cise atal sl Gulai =V
Effectiveness of service quality concepts.isall 335 aualia gat Zolladl) =¥
Specifications gap: cliualsal) 5sad dayf pabic—(Lil)

Designing specifications cilivalgall araais aldd) aal) JmLk:—(\ IY)

T

Existence of formal specifications 4w cilaalse 35a5—)

Specifications as a business efficiency .Jle¥) 3. ubaeS Cilaialsall-Y

measure

Service specifications design . il il aeal s - d8Y

precision

Having enough .i.all Glialw aeal e 28K Gloslaa— 8l geDiia)-¢

information for specifications design

Jaanl) lagis JlaeY) damsiliinds dardl) Cilialsa cpafpland ) GLsy -0
Consistency between specifications and business strategy and

consumer expectations

Service specifications directed .4l el a8 dgage 4eddll Gilaalge =1

towards low cost
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Task standardization dagall 3plae; (aldl) sl palic—(Y]Y)
Usage of automatization. (Y1) iy alasiu) —v
Necessity of investment in quality saeall aday (adag) Hlind 3y pa—A
systems
Operations procedures. lleall Cile)ya)—4
Amount of resources. ajlsall jlaze =Y »

:(Perception of feasibility .4ig jall &0l (el sl yalic—(¥]Y)

.Cost perceptionsaalill &) jal— )

Total service fit to consumer's .oSlall Gladgny & 4K deasl-) Y
expectations

Perception of service quality.dsaall sasa &l)al- ¥

Levels of management.i )&y) il ghwalls (alld) aaal) Jmu;—(ilv)

Number of Layersa,)lay) calshall sae—) ¢

lattening and inverting the hierarchical .xlawully Ggliall Sl ayell oY o
pyramid

Getting information from employees . plilall (10 Glaslan Je Jgaall =11
Means of communicationJuaiy)  Jilu o)) saraa— V¥

Joint problem solving and decision .l daih <SG Ja oy YA
making

Integration/coordination  guuiill /Jalsilly (aldl) M) Jmus—(ol'f)

Cooperation between managers. (npaall (o Gslaill =Y 4
Control/supervision. <al,&Y1/4,E,0-Y .

Compatibility e lall-Y

.Lack of coordination gu.ill a1 —YY
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Connection between subjects in the .iudawldl Glegagall gu Jali-YY
organization

Education and joint projects auailly(dlaic)ds jiia cile g piall —Y ¢

Cooperation with other Organizations Lwg)s‘\‘l\ Glabaiall s oglasll —Yo

HRM 4,540 3fgall 300k aldl) sl palic—(1]Y)

.Selection oY) —Y1

Levels of autonomy Plainy! cily s YV

Confidence . el 4550-YA

Meaning of education adaill( siza) ge—Y 4

.Delegation jaysall Y.

Helping employees . plalall 3ac Lwa— T

Perceptions of management style .33y (k) AMECANOE A
:Evaluation gap auiill § saé—(lil)

Measuring performance sl (wlds aldl) aaall JmLk:—(\ |Y')

Benchmarking  4ea jall Gunliall =)
Responsibility a4 giali—Y

Self-evaluation .} ans—Y

Service quality perceptions.iaaall 324 @llya)l—¢
Progress ...l —o

Feedback. izl 4,500 (aldl) sl palic—(¥]Y)

Time needed for collecting information <ila slaall xaal igllaall i sli—1
Spreading information about efficiency . dlxdll ol culaglaall a0 -V

Agiasall Aaal) ilii= (1 ¥)
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