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Abstract :

The aim of the study is trying to evaluate the service quality of Algerian post
using SERVPERF Model in Laghouat City, and trying to suggest suitable
recommendations according to the obtained results. The study based on
guestionnaire in collecting data from a sample of 111 clients, selected
randomly and on purpose.The study concluded that service quality of
Algerian post concerning Tangibles, Reliability, Responsiveness, and
Empathy were less than the level of clients’ aspiration, whereas the assurance
dimension were in the level of clients’ aspiration. While service quality of
Algerian post using SERVPERF Model in Laghouat City isless than the level
of clients’ aspiration.
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- Developing a service quality model for private higher education
institutions in Lebanan2018Journal of Management and Marketing
Review 24-33

- Examining perceptions of service quality in Turkish hospitals: The
SERVPERF MODELTotal Quality and Business Excellence 342-352

- IPA and SERVPERF quality conceptualisations and their role in Hotel
services satisfactionTourism and Hospitality Management 251

- Measuring service quality: A Reexamination and Extention,Journal of
Marketing, 55-68

- SERVPERF VERSUS SERVQUAL.: Reconciling Performance-Based
and  Perceptions-Minus-Expectations  measurement of  service
qualityJournal of Marketing 581125-131
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