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The Gap of Service Quality of Private Banking in Lattakia Governorate, Syria
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Abstract : This research aims to measure the gap of service quality of the private banks in
Lattakia governorate. This study is based on SERVQUAL scale. The results show that there is a
negative gap between expected & perceived service of private banks, also results prove that
there is a substantive difference between expected & perceived service, particularly in these
dimensions “Reliability, Security, Empathy “while there are not a substantive difference in the
following dimensions “Tangible, Responsiveness “These results are found by SPSS software
through The T-Test on a sample in size 52.

Keywords: Service Quality, Banking Service, Perceive Service Quality, Expected Service
Quality, Service Evaluate, Measuring Service.
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