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Abstract :

The purpose of this paper is to investigate service quality dimensions [reliability,
tangibles, response, assurance and empathy], and its relationship to perceived quality
among the customers of banks. A Servqual scale is used to ascertain the dimensions of
service quality specific to banking industry. In addition, the study examines the
differences in service quality dimensions and its impact on perceived quality. A field
survey carried out with questionnaire constructed by using a Servqual scale. Data was
collected from 174 customers of CPA banks in Tlemcen city. Data were analyzed using
structural equation modelling with SPSS.25 and Statistica.08 software. Results from
regression analysis of the relationship between dimensions service quality dimensions and
perceived service quality also validated the importance of all dimensions for service
quality from banks. This study has theoretical and practical significance for banking
policy makers for understanding the perceived quality of their customers and using them
for effectively positioning the service quality of their banks.
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