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Abstract:

The present study introduces and discusses the seven gaps model for
service quality as a rich model in the field of service quality. The main
objective of this study is to evaluate the six gap from this model applied
on the postal services centers in beni suef and fayoum,To achieve this
purpose, Two samples of the window employees (the counter
employees) and customers were selected randomly, Then three basic
hypothesis were developed, The first one implies that there are
differences between SERVPERF and SERVQUAL for explanation the
variation of service quality,The second measures that there are a
statistically significant differences between customers expectations and
their perceptions for service quality,and the third implies that there
are a statistically significant differences between the window
employees (the counter employees) on their level of perceptions for the
dimensions of service quality, Two questionnaires were used to measure
service quality.Primary data were collected by self-interview from
sampling unit,The results of this study indicated that SERVPERF scale
is explains the variation of service quality degree higher than
SERVQUAL scale,The results also showed that there are a statistically
significant differences between customers expectations and their
perceptions for service quality,In addition,also showed that there are a
statistically significant differences between the window employees on
their level of perceptions for the dimensions of service quality.The
results can be useful recommendations to improve postal service
quality.Finally,identify issues for future research based on the critical
analysis of literature.

Key Words: The six Gap, The Seven Gaps Model,Service
Quiality,Postal Services Centers .
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SQ1. Technical and 4@y 4l sasall zisal —Js¥) gisall

: Functional quality model (Gronroos,1984)
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SQ3. Attribute service quality daaill 33¢a (elsd) claw gz 3 gai—Eullil) z 3gaill

sSlanl) Ciladgly gl 4uilSa) zigaill L2y :model (Haywood—Farmer, 1988)

: oAy Aasal) Sagal Aoy Galsd B JVA (e
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QYJMJ c&.ﬁ)«d\ c&gjﬂcééﬂ\ LJJ.A ‘“’JS L&Jﬂ cojbﬂ‘cw\ J.,,.hd\ L’éé.ﬁ 6‘1”*&3\
(V! Lasial) Aardl) o)y JLaiy)

(ol sy RN Jlay) AUl dejud) Bl daddy  oalsddi—(Y)
AQliad) (Al (ABUYY ¢ ediall cciguall dadi (i gall (ABLAN (3 gallcdulanl)

(DS EaY Jag ¢ jalkillAalleall gutal

cz\jﬂ\ 4:\.“.6‘2” 6.}54.&"\3\ 445\;33\ J\;ﬁmﬂ\ delast) ‘UM‘)MJ g.'t.g.d\ Hﬁﬂ\‘(")
(A jmally ¢ Gasadl) gl cipaail) 4y a (A yall

SQ4.Synthesised Model of service 4assil) §agal Sl Zasaill— i) z3gadll

S i clpiia ADE zigaill el M8 :quality (Brogowicz et.al.,1990)
clfisalldaiiall LAl §ypall  Agddilly Addagl Sagad) sad Jaead) cladys
JOAE 8 Aasdl) Saga Bad o) Zisadll 13 (sl AaEil) A gudl) Anday)gdin Al

Basa Al B opgal) LAl saiy 1A Apal ARlu Apad ol Bpa dgag ats aa Jaaad) gl
e laiy) Jilugedatdll gug all odleY) (3 hddghiall dalsl: A Buse Cidaaal dasdll
As)aly Adag aall Aaddd) 5agad Jueall Jaisall @) madl Aule dala 3gag Ay el
Boa Cmand (Say Adld zdgalll (395 Ly £ LN Alyla i Agal A1) Aasdd) Sagad el
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Aasi) Bags Ao A48l LAty Jadadsl) Cailliy Jundly (A guadl

SQ5.Managing Customers sMaall cladgl 3,4 gsys—u.u&\ Gsym

zisad Aupall oda b :Expectations Model (Berry&Parasuraman,1991)
asdii & ala) oy Jpais(¥4) el slagf Li e (sSh (s Ml edlend) cilaBigd 3))
po Alladl) cVlaiYhuubiall cdgl & daaall daddl) apiceMenll dumdlgl agesl
Oa ) Gauaty andigdasdd) a3 Gl Glatcedlend) cladsl o g gdilleSland)

e land) cilaB gl SMA

$Q6. Attribute and overall alall of Sl a0l dualid) 7 dgai—uabud) 7 3gail)

Bagal by Cmadsal Aupall o @) :affect model (Dabholkar, 1996)
Aardl) cipdn) Gua 400 Aaadd) chld zisai—(1):led Lagleisl) o Sadiaal) daadl
50 M) ciladgi o S S e Jite gisadl) 138 g lagy olapall Agid
b Laslisill Aadlal) Galfdl) A anlliy asdl) gl )8 MASL (slhial) Gayel) dles
edlaall alal) sl Ao S9SN 5L Z3gai—(Y).Aadd Baga ad cilalgll) S
Cols Laglgisill o Bacinal) A4 Aaddl) apai B aadiiall gl ggiall
Jo il alaio YA galal) dpalall alsil) 1 a dasdl) Sagad L) slayf duad z3gall)
s gl Aaidlalicalall sgdiall: g dussd dlagd Liug dalad) dabpadlgecDISaall Ja puadiddd)

Alalaal) g A8l Aaadll aadle ) ae ol

$Q.7.The Organizational 4eaill alodl Lalail) 5eadll zlgaiailadl zigadll

(Uran d)ya gl clagiService Gap Model (Uran Maga,2010)
gl Laxdl) Sasal Ashaly Jpel) claBgi G Bgadl ol Maga.,2003, p.409)
BsadgcJlaiy) Bgade Jlady) dgadicilivalsall Sgadiadsall 3gad): A Apalili Cigad (ued
gaad Bgpa e xip.411) (Uran, Maga.,2010,4800 4iafn Ay (el
adli 0o odgga Cually lgaisi JB anslilly LBy Cildd pdlaall dasial) cilaadl)
dad (e Bsad S GuSTigcisad EO el Mg dasdl) aludll Apadilil B gadl) g dsad
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$Q.8(Shahin,A and daddll Bagal Bead Buie  ED Zigai—aldl) gz dgadl)
Samea,M,2010)

cNglaal dule dala & s ¥ SERVQUAL zigai ¢f ) dahall sda gilii cibags
(M)dsilad dBla) ol oliailiaggedacdl) Bagal Bsad 5yde BN gigal cuaylly Bala gkt
5sad (V¥) Byde DG lgadl) foana (oSl (uadl) clgadl) Figall Aol Baan cilgad

Aaadl) 3agal

:Aadi) B3gat AuS),0) 7 Mlaill S olasyi—(Y[o[V[Y +)

(S &ua Perceptions only models Lié d)3y) plhuaa S Bailie zilad A
clhas olady) 134 Siilyg Aeddd) Bagad 5u Juad) ey Jai Syl o) Walka duap o
el Ghy dlly Aeadl) Basy bl laas clshayly cladgl) o 3sadl)
Ol walks 4ua4 )Xy (Cronin,J.J.and Taylor, S.A,1992,pp.55-68)4uls
i pga B cllly Aeaddl Bagadl (ubla Jadl ey add( edl)élaal) )Y
>3 aal ¢ag(Brady, M.K, Cronin, J, and Brand, R,R,2002,p.8)du)s

: olile g lail

$Q1.Performance only model(Cronin and )J.-ﬁa ¢\ ESJAJ—dﬂ\ Zigalll
Llgly Jeandl sliay Loy daadll 3aga (uldy asgda Al @isy 11992 Taylor,
Jrandl olaiy) JIKi) aals Aaadd) Baga e pdilidg ek clolad o gl o)yl

o Lasil) 5aga au (e oliatieyy SERVPERF ail) g1 (ubie dufiall i sl
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by Lualyy Aardl) Bags (ald (Sargcdaddl) Saga Ml hEb el o)) sl pp
: (Nitin Seth et.al,2005,p.920) i) 435 ,lc(SERVPERF) s

fo:]_

sQ - Pij

(i)l Lasddl 5ags usad Al palbadl) se= Kidaadll 450 sagali= SQ :éua
()l Apadlly (i) anll &jaall £18) = Pij. g

Udlea 0980 ABLAL Wpalics A< Aasdd) Basa sl el L) ol Al A

A adl o Guldl
K
sqi- L=t Wj (Pij)

Asaal) ol Y Adliia (ailadl) cls 1)) mapall Jalad) =Wj:dua

SQ2. Ideal value 4asil) 5agad el of dadsadll dadll z3gai— Ul 7 3gall

Baga Al duall oy wadii) :model of service quality (Mattsson,1992)
‘54313 daail) g hs:ﬁﬂ doadgalll A8l C-\JA.I cﬂaj@b Calad gt @hm.n & g gﬁ YOREY]
Bpdlly 4yal Py Lasdll 3asn Al Ales @ 8% cg)ii Julra el
$13) o Apilall gaagdardl) ) Jainal) A) aalldasdll dhaal) o)) Aliacdslu

a pre—conscious 4adll ggiual Auall jeddl o pulaall sda i Cua daadl)

Jaad) slayl (oAsa ddaa gulaall 534 Mg value level

SQ3.Evaluated (ahal)) Ardl) o))y Aulmall Bagall zlgai- Gl gz igadl)
dufpal) s34 wadii:Performance and normed quality model (Teas, 1993)
N asgia 2y il plhae of o cxfy alshaylcbial ssad daa
$10) (gsina sai Jpanll Shina o oladls Gulll Gl d3na psgia Y] iy Lalgedina
Clgadll zisgad (,pp.-132-139 Teas,1994)4ddadl 4Aiu)n i) ge Andl) daadll
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:5Q4.(Rust and oliver model,1994)\ 19 ¢ ¢ yialely cuwy zigal —all) zdgalll
—(V): s Aa2id) Bagad ey A ey dadil) Baga andll ladgad duhall oda cus )
Lddagl) Sagad) Jiagg Aandd) ool ol aussim(¥).Aaaill A58l Sagadl (uSayg Aardd) pile

.(Rust,and Lemon,2001, pp. 85-101 :3 3,5 .4asil) dipy—(¥).4eailt

SQ5. Retail service 4s)udl) 4adlly 45aill dadd 3aea Z3gai—ualdl) 73 gaill

«é,c: and perceived value model (Sweeney et al., 1997) quality

Loy adlia (e Jrandl dgle Juany La oy A3l 3l Ll daadll 4Saal) dal) Al
Ladd) el B Ay Aadl) o Laadd) Saga 5 Auhal) Cumady Lok (e dadiy
Bagall ey Ldbuall Y maad Ciagiuly Jo¥) gagelli-(V):lan Cpadsal (Gl dllly
Basal bl dly) Al pasdy SEN zisaill—(Y) Aesdll AS udll Aadl o il
AU sy A Aupal) cliagiy eldl) B Juaadl L5 A8 Sagad) o Ldlagl daadd)

Agpaal) Lagdl) o Aidigl dasil) Sagad sl
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2 08 Cradalyg Agalall Al Bagag cculajiiall Baga (Jo il Bagai A Aasdd) Bagad ala
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glalldadall AR alcalaaia) Alggucdg a<ty) AR) c Aglad Bude (e
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: $Q9.(Salina Rasli, et. al,2018)du),—aulil) 7z 3galll
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.(@ﬂ\ GldfgeeDlalaal) 53 gaccila glaal) g g AsIY) & gall pasasal Baga): oA ges Sanl)

:5Q10.(Ongsakul ,V, et al,2020)3..u\).a— ilad) gz 3gadl)

Bl o) o eSlaall Asslad) cilgagilly (GAUAL Ag SV adlgal) Baga T cuand
Blsall addica (e Bude (TAY)cah dlgde e Ao gl Olafia) Gk
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PCP &dAl Lalsdll z3sai—().and Satisfaction(Spreng and Mackoy,1996)
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