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ABSTRACT

The objective of thisstudyis to measure and evaluate the quality of services provided by
Algerian banksfrom the point of view of customers by using the SERVPERF model,
whichfocusesonly on the actual performance of the service quality measurement. This
model isbased on the direct evaluation of the methods and processesassociatedwith the
service, On these five dimensions: concreteelements, reliability, responsiveness, safety,
empathy,

In order to achievethisstudy on the ground, weselected a case study - the Agricultural
and Rural Development Bank - Ain Temoushant, and werelied on a questionnaire to
measure the degree of approval of the QoS dimensions of a sample of 140 customers.
After analyzing the data using SPSS 21, Of the results and thereis a discrepancy in the
degree of approval to remove the quality of service for this bank

After the response, itreceivesahighdegree of approval, but the dimension of reliability,
reliability and safetyismoderate, followed by sympathywith a lowapprovallevel.

Keywords: quality of service, SERVPERF model, service quality dimensions
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