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Agilledla¥lemaaillean gilldauaillaalisllo adiiall): el y Professional judgment
(& el 5 il 3 it g yall
Synthesised Model of service quality 4—eadlidagalc S all zigaill-(¢)
(Brogowicz .et.al,
A iV o Al @ sl dakaiall 4 dl) 5 ) pall):danall 53 gl sl D el 11990)
il seiarall gy s il (5 lacis shaiall A alSl):iasall 53 g ad calassa dony ) g 8] (s sl
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andi ey aill A 29 hectillaall iadl) e eaie,paslall JSgll:A A ) yiiall JalSs PO
Basall e A8 15 Sl 5 ladaadl) Cailla
Managing Customers Expectations Model s} &ilad i 13 g3 s—i-(®)
(Berry&
A axall i ice Saall Al ) 3 5o gl aa &): & gedlasl 45w eniParasuraman,1991)
Sl 3inice Manll ilad 53 e (3 siiles Slanll o Allndl) Yot iall < gl & dagaall
(5Derd) ilad 5 DA e o0V (a5 andi gederdll apali &
<i:Performance only model(Cronin and Taylor,1992) .hia £13Y) 73 gaie(V)
el e 2 Aandl B3 gad it Jaadl ysing i ail) el ol ehaY) o dlie G b e
Osia Al ol s B g A aaal) 53 sa el Hlea€ L S) Y g il aB gl iy 5 sl
835 Al xdll" o 1o (5 sinsa ¢ gun 8 Lualy ) A2ad) 53 g aniS &y sliaies SSERVPERF
0 Alslaall 38 5 3 seansl)
Xi
SQ= Pij

= Pij.s (1)3_-4&1 Aaaall B0 g (0 Sa H\ oaibadll o= K aadll L) 32 5all= SQ :dus
A Al 5 g ol Al BpaaV1 (s Ala g () Yhealadl dpally (1)2eal) & jadl o1aY)
) il e Ll Ase oS5 Al ) L pualic
i
SQi= 2] Wi (Pij)

Al )55V Adliae (ailadl) CulS 1) ma ) deladl =Wjidaa

Ideal value model of service 4-eilldagal tiall gi dal gaill daibll £ gai-(V)
8 oml) 5 A pail) ) Al Aardll B3 s e julae GeRiiquality (Mattsson,1992)
.(hqﬂ\ elal il Q.gdAjcri\.Adij\ sla¥ Jaiaall LFMY\ Aalfedeaall ¢l jaall gla¥ldalud)
Evaluated Performance and normed (-2l s13¥) 54 Laal) 55l 3 9ai(A)
dSalar (S o a8 A a0dll B0 g i o 3 ail) (32 52 quality model(Teas,1993)
il 1Y)

A Aslaal) ¢ g 8 A jlnal) 5358l JSua s(asball)

| )=
Qi= -1{ WI(Ajk-Ij) 1}

i)l 2 53 5m GeS8 ) pailadl 3= K5 (1) anll Ganl) 3 = Qi s

33 gl 3,8l &) o= Al s, A4S aall 83 sall sanaS jApalall s yall Jalall- 4l L) = W
(i)l Al () il Taalal) = Ti s () 2wl () Rl

4aaal) 53 g arfil Slasl 45006 (jaiz(Rust and Oliver model, 1994)z3s—i-(%)
(Reaal Lalate Ay seenall Al g1 53 salledanall Al 335l 0
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IT alignment model(Berkley and <laglaall s glsi€h g wdigdgai(Vr)
JHA (e A mal) daxdll 83 5 2l slal Grasnt Sy 4l 23 il (i iy Gupta,1994)
A paal) Leadll 325 e 6 )1 5 (Tl slaall Lis ol 935 Cloai) il G Gl

83 5l 3 ail A s jei(Fitzimmons and  Fitzsimnons,1994) zis—i-() V)
Y1 seOutcomesla yaalleStructure JSuedl<Process SlalaallcContent s sisall):aeaall
(Impact sl Je

Model of Perceived Service quality and sl g 45 jaal) 4addl) 3392 zigai-(V V)
Oe Janll L )} Ciladse Gy )l 73 5aill as:Satisfaction (Spreng and Mackoy,1996)
s e Dl ilad gl Gllail) aae| i) s s el ela¥ e jaall ela¥leclad sill): o 5 dandll
33 5all Y 5 OISl AaiDla):deadl) 53 s ani] AN a1 23 gail) = y8) g0 (Aeaall 4K 53 sl
daral) axfacdsigall 48 prallcJrandl zeaaill mia@ice Slaall Aiul Ciliaty) dardl) sedie cula (g
o Jead) e Lisacgaall U sl Jasladl) 8 (aanll aeLass (5301 dadl piace Sasd) e il
(o aY) il Al gectaanll Anadi 2l sLally wigal) (5 LYl Aol i yoail) Ll
Attribute and overall affect model alall i S LAl g Aaldl) i gaio(V Y)
L o) i e Baainall dendl) 2 sl Gabay G g3 e g3 5adll ()5S (Dabholkar, 1996)
Lon 5! i€l 530 api g danall gad o Dlaadl e i e 38 5y 9 41l daadl) <l Hld 723 gai () ):let
Aabiial o o S (6 gisall plall il e 38 55 SISl 23 gai (V) el gl el (K55 S
Je il palaio Y salall ) sill): o8 A exall 55 oad alagl iuad 23 5 aill 22 o gedendl)
e gll i aiDlallcalal) edaall) AUl e il dlaa¥) go(Aaladl dulpall e USE) o madidll
(el sedailldarall aallelaYleae Sl

PCP attribute model (Philip and Hazlett, <&M galgdll zigai (V)
The Pivotal Ao ssall pal sall): 8 5 al o SO Gaaii deadll () (= 1941:1997)
Glelall elal i s Core attributes 4m s sall el sall dasall Jleil) milill Attributes
da )l GaaWL Glatiy The peripheral deaall AaSall (ol sl s aidaiill gl) 5 llleall
(eall bl M incidental extras "

Retail service quality and perceived 4 3al) daddll g 43 jail) 4add 3352 i gai-() 9)
g Cua e 8 aad sl e sl O Shivalue model (Sweeney et al., 1997)
Caagisy AN 73 gaill 5 Aaadll A8 jaall Al e dals ol 53 gl & jol i1 Guld J V) 73 sall
Aan U 2l 83 sl e Aula 53 ga) il ol

Service quality, customer value J=adl sl g Jorand) daddasil) 33 g i gai(V 1)
(@) oY) sial) s2a 530 U5 :and customer satisfaction model (Oh, 1999)
sale ) Ul seela ciadl e (s il Jiaaiyl seel il sale ) Ll yiesanl) iaficJand) elia
el

-YVV.



(Y~Yi ):\u;icY’Gc\&coe)a.gJMU@w‘&HUQMU-\HM‘M\
Gl 48 G

Antecedents and mediator model 4—illlaiigl g Gl £13Y) 3 gai-(VV)
e1a¥1 5 3adll a1 5 deadll Gl ¢1aY) aniis e #3254l S 50 (Dabholkar et al.,2000)
S bl ) sill g Jandl Liay o @l il 61081 085 5 dagas 5l

Internal Service Quality DEA Model 4 aal) Adilal) Aaddl) 339 73 gai-(V A)
3L (530 MR (g (58 peaal) £)aY) anili o 3 50l (38 5:(Soteriou and Stavinides,2000)
la sleall auicAEE ) ) sae i hadlesliill LU 3 ) gall): A0 DRy ga
Ayl 2w st A 5l 53 pal) 3m3 5 lin ) (e e (5 sn (2N 55 5k
Jashll saall 8 & gl ~L i

Internal service quality model (Frost and 4=lilall dasilidaga pigai()9)
Kumar,2000)

O ANl Bl (pe 456 Three Internal gapsialals ol gad EU andi =3 gaill Cangin)
Gl ol G bl 3 528 (V): 8 5 Internal customers (ald)s eSlae aa jldiels lilly cplalall
lad 63 g dakaiall JAls (Internal suppliers omlalall o ) gall 838) Support staff acall s
33 g LSM (Front-line staff)gFALeY\ LAl ‘;ﬂ. ALl 4\.\,}@\) L.SALQY‘ Jaall Lﬁ 424l GA.JSA
da &aady (internal performance gap)ialalall Aaadll elal 5 528 (V) Adalall cilandl)
AR 5l (7). Al Aandl el sleill (5 ginne s LRI Hadl 53 s lioal g oy el
(G213 3y 5l pe ) A 3] aka) k) 8 el e el 55 (e (3l (i 52200
(oY) bl 8 Alalal) Zgell glal o 5 gadll a2 S 555 daaal) 5 sal

La2al) 33 gad Slasl &3 (e 23 5ail) o Siz(Brady and Cronin model, 2001) z3sai-(Y +)
Ao 5 ala)d A0 2 ad IS ety e (Al Al 323 sectila il 82 sacJeliill 3a52) 1o
) e alaiyle asdl) asie s ek 0

Model of Service Quality Gaps(Luk and :(4e3i) 33520 aacd) &l gadl) i gai (YY)
Olaba bl A aaall 32 g al (e edll il gl qum B a Jad GSJA.’\S\ Jaa L354};Layton,Z()()Z)
GsoAls

a6 (g ) 3 gan8) Aalid) 6 gl Laa (4 gand ddlials &lld 5 (Parasuraman et al.,1985)
The discrepancy between customer d—wall (g simal dardll arie SLS) ) g Jeal)
LS o) G ) 8 98 dagld) 3 52l o¢(expectations and employees’ perceptions
The discrepancy between employee's Al g siual s jlaYl SLS) 0l 5 cplalall
perceptions and management perceptions.

i 3 5aill Cargin): IT-based model(Zhu et.al, 2002)<ba slaall L o1 ¢S5 3 gai (YY)
Al sV 7 e el slaall Laa o 55 e 3o inal) 4 yuaall Cileddl) 53 gl ¢ Dlaall &I )
ITba slaall Lun o) iS5 5l daa e ST 56 pnall cilarall dun o) i€l 2l Aol 33 pal
rand) Cilad gy o8 M A8 juaall Aaxdl) (10 Packagese ) a3
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Internet banking model (Broderick and (2 —aall ci i) zigai (YY)
sl BLAES i Y aladin) 8 @bl 50 50 e 23 5adl Si:Vachirapornpuk, 2002)
g LY 5 Jaanll 38 JLtia 535 (8 amall i Y1 Radd 33 g (il s Tl jemal) Zardll oSl
o Caanl) e ) 20 5 il A8 5adl 53 gl Jonall il jualic Fsads 3 salll il gedlanally
g LAY 8 Jen) 38 JUika o el Jaanl) olileiaral Layaa 4a slecliall iiadl) 5 yoalliansl
(Aeaall

(eszi:Model of e-service quality(Santos,2003) 4 g 5 dasil) 33 ga zigai(Y£)
proper <l a8 sal masaall mpanaill (V): A 5 4 s STV Aadall 83 g il dlad day f 23 5l
how &8 sall J sua o1l A seuns £ Dl 2oy L of iSO aladis] 495 (V).design of a web site
&5 dils 5 agd-(Y).technology is used to provide consumers with easy access
active 4haill sle¥-(¢).understanding and attractions of a web sitecasl
sl adise L i gy i) saad) Dbl gedanall ool de yucand) aeall):daii s dimensions
(A

The Organizational Service Gap Model 4l auloiil diaiditl) 5 gadl) 3 gai(¥90)
430 Aeaa) 53 g 4S) ) 5 Jaandl e 53 (4 8 sandl) G 23 5aill (2 y8):(Uran Maga,2010)
syl dad Jadiis The positioning gap ad sall 8 sad-()): o8 sedaaidaii il g8 S 252 5 (10
paalio gedardll 83 ga o ghat Bal8cAerAl) B3 52 B Y] o) JilleJaanlls An gl ¢ gudll & pay 4 6ill)
e ial) J\_:u\ a (e—ali :Specifications gapz\_ad';l\ Gl il 5a 2}4.5_(\‘)_(53}4.]\
33l 53] e il Bl ey a1 il s anall RSl A g palleiagall 3 slaaccliaal ol
53 yall 3l 5 ooV Guliles (pamy a5 Evaluation gap assill 3 sad-(1) (Al
o=i:E-Service quality(Agrawal.et al,2014)42 580 4eail) 352 zigai (Y1)
Caladit W) A ge 5 KUY AE): A e 5 STV Aeadl) 53 g aa il Slanl B pic 3 el
£ gl 5 653 salle Jlailediainl e 5 S a8 sall apanalic paddll ablall dpad i) 45 peY)
(heall Laiall 352 51

(=5 I o8 5l 83 g il alasl 4xy )l s )z (Salina Rasli, et. al,2018)4w (V)
(33 LT gecDlabanl) 33 saectila shaall 83 g S g ASIY) a8 sall aranal 33 92): 8

Y e Galidll A5 SV &8l sall 3292 i Ciiay(Ongsakul ,V, et al,2020)4wl j-(YA)
Al all < jria (o s sima alagl 5 2 5a ) eilidl) il g5 ¢ Bl

V1 e Ay s YD a8l gl 32 5 3 Coandz(Enrique.et  al,2020)4—ul (Y 9)
Al ) il i G Ailang) ) ABMle 2 sa s ) ) Cilia 55 g6 il
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CSa Al il ) il sy (Aiagd) 33 sadl)AB LA cilad Al Ao sl (¥)
el 3125 il 138 30 gechatl sl 5ol 5 ol Fastl 535 rilat aae3 () ): oLe lisin
8sadll 23 sailgarl (e sedy ) siall gilall @lli (g ool gl clY Canlll A5l sl
(The Organizational Service Gap Model,Uran Maga,2010)4eal) adudl dpeplail)
Model of Service Quality Gaps,Luk and 4esll 335l sl Gl gadll z3gaig
Gakad dsaal- () deadll 33 5al de Ay )Y il sadl) 230 Mall il J 5l 5 Layton,2002)
dibceinl Jae 4 peaall deadll 4y 3 2235l(SERVPERF)ieaall Jlaill ¢laY) (s
Gk a3l 32 2 uld (Mc Alexander,Kaldenberg,and Koeing,1994 )il )s Céagin)
ziillh Lud SERVPERFsbis Superiordssi ) il cilia sisolill zilai day )f
Aol o Ll (Y) ol 138 paal (e 138 H3mas o Aad oS arall B ga Guily a5 AY)
Clalall s ol o) i MR (g il 25 s (30 Aadil) 83 5a] i Aol 5l 8 pmill Jidat g
Caagle 9o g Caygu (g Liall ladlae Al o gl (e dediall 438 paall daddd) 32 a5 glual
el o Som e sa s zisadl) 138 ) sl & pae Al 53 35a g ade i s sl sl 4)

Caandl 1aa

s(addd) 3 92 B pde day ) il gadl) ] pad)suad) 73 gl (Y/Y)

<l sadll z35a3 3 5k G (Shahin,A and Samea,M,2010,pp.60-68)iul 3 zilss Cuaales il
a285 @1 g (Parasuraman et al.,1985)43 5 Gl jlu )L Gaps Modeldead) 53 ol (uedl)
(The 14 gaps model for service quality) 3eaal) 53513 yad jSic day )l o O 5Sh 73 ga
o sl e dala 8 JI 5o Y Aeasd) 53 gl Guadd) Gl sadll 23 gai of Al jall il Sl G
2l sedarall 33 5l 5 oad yudic dayyf Ol gl £ gana ()5Sl B ol sand(4)ansd Al Hall Cilial
Bra iy Alaay) L Ll s Sl s el SY) HLaadl Sl 2350 aaiad
Galall 3 38 5l g 23 saill LoVl (aill 8 sy s LaS 73 gl Ol pnd Canlll G gy geili
Ml il e el s canll 323k e (V)ad

- Jadii)ierall asledt G g dendll Gaead) @l 50y Jaladl @l ) s ol 39 2 1581 3 sandllo (V)
Gap1:The discrepancy between employee’s perceptions of (el Juady) 2y
customer perceptions and service delivery (including pre and post contacts).
83 9> Aaadil il 5 Ao g el Gila8 i1 3 W) Al ) cp o) ) i Aill 8 adl)(Y)
Gap2: Management perception of customer expectation versus Service Al

quality strategy and policy.

Al 33 ga Cildial ga g AedA ) 83 ga daadl i) g Al c Gl e el A3IGD B gl (YY)
Gap3: Service quality strategy and policy versus service quality
a2l 83 5 Apat) il 5 duliw Jisai Alae (B ) sual 4n ) G gas Al Caigpecifications
Translation of strategy and policy into service quality 4=l sl Sléaal sa )

specifications.
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O Bsaidll Aa® Gt Gap4 :Service quality  specifications versus ideal standards
Clia) o ) Aanl 52 Bt jiad s Ao Jysad Aulae (5 Aa2al) 83 gl dnd paill jyladl
Ideal standards versus Translation of strategy and policy into 4wl sssal
service quality specifications

Gap5: iesl) clial sa oy s e Saadly dsa Al VLAY s bl A dl) 5 5oadll-(0)
O 8adll Aaii S st Service  specifications versus  external communication
BJ‘}AJQ_\M“}A‘A“AAJAJ\ aipw\)ﬁu}}hm@jmm O GML}A:\;JBJ\ C'_IYLA.\:}“
External communication to customers versus Translation of strategy and 4=l
policy into service quality specifications

Gap6: Service 4eadl) 535 Cliial g G s deadd) aaldi (bl () i dalll 5 sadl)- (1)
bt (3 9adll A sl & a3 delivery versus service quality  specifications
(o Aeaall 33 s Al Yl 5 Al d sl Aolee g (Jrendls Jlail) 22y 5 J8 Jali)densll
discrepancy between service delivery (including pre and postaeaal) 32 sal cilial ga
contacts) versus Translation of strategy and policy into service quality
specifications.
Gap7: Service > Al Juai¥) G s dwddl) sl ol a3 55 G B sadlldaslod) 5 sl (V)
Jeif)dacdll mlus (g fia e il e ea3: delivery versus external Communication
- e Slaally daa JAll SV (s (Jreadls Juai) 2na 5 S8
Gap8.Perceived service 48 siall dexall (5 4S jaall deaadl (s (lll 3 gadidaalil) 5 sandll-(A)
versus Expected service.

Ao i) anl) (g Saad) a3 Jalall @l yal gy el e a5 5l ()
Gap9: The discrepancy between employee perception of customer expectation
and expected service.

i i Jalall @)l s g Jopenll cilad sl 5100 &l o) s il 8 sadis yilall 5 5 aillo () 4)

Jianl
Gapl0:The discrepancy between management perception of customer
expectation and employee perception of customer expectation.
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Gapl1: Customers’ perceptions versus management perceptions.
el 53 sa L) i (s Aedd 53 52l 5 1aY1 &) o Gl e ;e 40l 5 sadll-(VY)
Gapl2:The discrepancy between management perceptions and Service quality
strategy.
Aeaall BJ).A.A J—aladl «ﬂ\)ﬁb e aall Lﬂ\‘)ﬁ“ (= U:s\.._\ﬂ\ 5 gad: y lic A E EJ_A_AM-(\ \‘)

Gap13: Customers’ perceptions versus employee perceptions.

)30 Cg B 1 3) (i Gl () s () Eual B sad): ke dayl ) B gadll-() £)

Gapl4:The discrepancy between employee’s Aa2il) 33 gl Cpalalal)
perceptions and management perceptions of service  quality.

532 (2 (Uran,M.2010,P.413 )4l ya zils e g6 Perceptions gap <_2Y) 8 gady aui g
s1aY) Gl aahiled (el (e a3 508 () 5<5 Eos Bvaluation gap el 3585 <l _aY)
2ad gedaadl) 33 gl (g la¥) &l oY) Leia yualic el (e g Measuring performance
Time <la slaall H;J PRI C'_xjjl\);m CHmaie (ra S0 s Feedbacksas jall daaill
Spreading A—lladll iy il gladl , Gigneeded for collecting  information
Gpsalls g sall Hsall (e saill ada Jilat dyaal (1S5 s(information about efficiency
LaS s call A0 e i 35 (i LS llh g A pumal) A0l 83 53 Cppnen b ) el 5 palalall
5 g dlad ualial Caalill pand da dalacctindl Al Al ) il A8lia y Jila die oo
alic (e | yaie (V1) judie 500 Cuiaad Cua edl) 1oYW (uliiay 53] 511 (YY) Al daasl)
maiall: g g6 praliall  Jan) (70 3 )iy iy s clilly cplalall 238y Jagi 53 da2al) 33 g sla
Cromaialle(lda g Guin edaay lially () slalall iais)ins salal) dpalall o) sill: J5Y) 2241 (g AU
e slaie Y1 A 3L o danl) ) sa):len s Asalaie ) 2 S aadl) (e sl M) S
Axg 1 maliall e sl e (Led daadl ae gall 85 slaall 8 juaall Ladal) apais ai)e(elilly
sLeiiy) g4 pimall Aardll s Bine go e 480 Jaenll g3 al): 8 5 Ailat WY G 23l
ol At e bl Galalall peae bl cplalall (e 4y ) 68 408 jme daod Jreall alilgia
Y 5l 4y i) AT e il lalel Jai) ase gesDlanll Ay syl Al Fanl) i
eSeal) jrlineelitly clelall man e Slaadl 0): a5 Gle¥liaal I 0l pualic 5(sDleall Calldas
liall 3 1) aand g ¢ BIA Cpuen 5 VL il ) shalall Aaiieelially Galalall ae pelalad xie GlaYU
bl el &) el WA g LA (5 miall (e Dhanll e Ja e clel )
i 56yl Aandl e ie iy el (o ool aLciaY) e sDeall (o)Lt
Lo s 5oy Ak Jag i Aendl) 50 g alagY (5 AY) pualial) se(d8ay ¢ Daall Cilaliia) clilly cplalal)
o e Danll Aasiall 30 Sl Ll 8 51a) oL g5 al ) (gie Sl Ciam Ay g yaalic(4)ians
oyt e 13 peleTalaia) dadia 3 o Vaall Aalian s (ga s &5 LRl agiDIS i i selaie ] 5o
i Ay Sl Jae b adll Jalat g el ML 5 cclid) e alaie YY) 20S%) 5 A8 oSl
Ok ol (g giaal 8l e
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o e Jlall cad) Calaal Jisii :Research Objectives Sl cilai-(Y)

Croall S ) dalad s Gald AR e dldh 5 daaall 23 g (e e Al )11 8 il aai (V)
Canl) Jae Aalall @l il (o dadiall 4 jomall Ba2d) 53 sa (5 sl (plalall

A yaaadl Aaal) 53 s slas 2gS) ) (5 sie o (g all A1 e sagall il il T ol ()
aall Jae daladl & gl e daniall

@ sl Galeball cllain) (385 4 aaal) Aedal) 53 s by Dl 41 Y) (5 siane 20a3 (T)
Canll Jae dalal)

Aediall 48 paal) Aaaal) 53 s MaaY Jlrdll Gaudaill o A8algdl il i) (e e gane &) 58] -(£)
Canll Jae sl & i) (e

AdasSlall 5 due Syl 4l il 38 5: Research Hypotheses &l gag ()
2l ALYl Gl o dalal) & il (e dadiall 4 jeaall claddll (5 sial Galill dpad il
ok LS Qlld g a5 i Ae a5 Gl il (B Jal e sedilad) il Hal)

Al sl e IS5V i il debua 3 81 1 gY) G2 AN (V)

Oalaladl &l ) (5 sine s Cpopdell ol (g sl (g Alian) AVS I3 Ay gine G50 25 "
Mall dacalal) dalal) & i) (e dadiall A peaall daddl) 53 sa Sy

r ) sl e S o il Aelua &5 28 5 SEY Gl iN-(Y)

dnalal) dalal G gilly o el 481 ja ganal) il Alas) AYS 53 gsiea il 2 g "
M i) Gl (e Aadiall A peaal) aadll 53 ga MagY agSI ) (5 siane o Canill

g A A8 e panall Gl parially (Blat dae B (mg 8 ADE ) S a8l i o3 adl
:‘gtﬂ\ ‘5;.\5\‘_;:; tﬂ]d}‘(@‘}\a‘d\ B_)gﬂ\ :\;)J} s)AaJ\c

r Al il e (ol 138 delua o5 38 g ol -(V|Y)

Gl gl daalal)l Lalad) @l gl G saall ¢ il i ddlas) AVS 5D (g sima il aa g "
M gl S e Aadiall A paaal) ol 53 ga dasY agSI ) (5 siane

r Sl i) e i il 13 Aelua &5 280 peall (Y] Y)

M sl Gl e Aadiall A praall Aaddll 53 ga Al agS) ) (5 e

t U il e o dll 138 Aol a1 2314 paall B pddl da 3 (Y] Y)

Laladl &gl el A paall 3 pall daj0 paddd ddlas) Y2 6 S5 ‘):\S;U AV
Ml i) Gl (e Al 4 jeaall daddll 5 s dlaaY agS) ) (5 sie o Caall dxuznlall
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il e all 138 e la o3 Sl (A0 (¥)
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Evaluation The fourteen gap from The 14 gaps Model
for Service Quality "An Applied Study on The Public

Banks in Minia and Beni Suef "
Dr. Hassan Eid Labib

Abstract:

The main objective of this esearch is to evaluate the fourteen gap from the 14
gaps model for service quality applied on the Public banks in minia and beni
Suef, To achieve this purpose,Two samples of the managers and the employees
were selected randomly, Then three basic hypothesis were developed, The first
implies that there are statistically significant differences between employee’s
perceptions and managers perceptions of banking service quality, The second
implies that there are statistically significant effect of demographic variables for
managers on their perceptions of banking service quality, and the third measure
employee’s perceptions for the relative importance of service quality
dominations, Primary data were collected by self-administered questionnaire,
Questionnaires were distributed on all (200)managers and all 450)employees
while rates of response are (84,5%) and(87%) respectively,To test statistical
hypotheses, the researcher used descriptive statistics tools, t-test,chi-square, and
f-test.

The results indicated that there are statistically significant differences between
employee’s perceptions and managers perceptions of banking service
quality, The results also showed that there are a statistically significant effect of
the demographic factors for managers (gender, age, and the degree of banking
experience)on their perceptions of service quality dominations, also there are a
statistically significant differences between the employees on their perceptions
for the relative importance of service quality dominations, This research
suggests recommendations to improve banking service quality, Finally, the
researcher provides future research.

Key Words: The 14 gaps model for service quality, Banking service quality,
Demographic variables.
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