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iad il Fadll ailiad Y bl A0l Zaadll o Sleal) B Jlie o e 6 202 Ae3dll B35a
slaiy) 138 Ge (3l s(SERVQUAL)usbie Gaubas Ly ) 2easll 8355 (S olaiy) 138 iy
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5 Csanll ARl o yaill el i) (e Aatlil A1) clainal Ll cilad i) aalid) i yad
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@2e Leana Gl Led ) (g ginuall s Zaxall 33 sad Juanll ClaBgi o G e uad sedandl)
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A yaal) g Sl o oyl i 5 el LY i saille sl
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,(;M\ Cilad o
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3241 83 53wl o 23 gl (38 52(Teeas, 1993)(psdall) Axdll £)¥) Ay jlaall B gall C'U‘“'(A)
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Al zasall (a sidr(Berkley and Gupta,1994<ilaglaall La ol iS5 (Gl gigai(9)
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O Sl JS 73 sall aiz(Philip and Hazlett,1997)&88) Gal sal) gz gai-() €)
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Evaluation The seven gap from The seven gaps Model for Service
Quality" An Applied Study on the Public Banks Sector in Giza

Abstract:

The present research introduces, discusses and tests the seven gaps model for
service quality as a rich model in the field of service quality.The main objective
of this research is to evaluate the seven gap from theis model applied on the
bublic banks sector in giza,To achieve this purpose,Three samples of the
managers and the employees as well as the customers were selected
randomly,Then the three basic hypothesis were developed,Primary data were
collected by self-administered questionnaire from sampling unit,Questionnaires
were distributed on all (384)managers,(400)the employees and(450)customers
while rates of response are(77,6%),(81,2%),(81,7%)respectively.

The results indicated that SERVPEREF scale is explains the variation of service
quality degree higher than SERVQUAL scale, The results also showed that there
are a statistically significant differences between customers expectations and
their perceptions for service quality,also showed that there are a statistically
significant differences between the managers and the employees on their level of
perceptions for the dimensions of banking service quality, This research suggests
recommendations to improve banking service quality,Finally, the researcher
provides future research based on the critical analysis of literature.

Key Words:The Seven Gaps Model for Service Quality,The Seven Gap, Banking
service quality,Bublic Banks Sector.
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