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Abstract
The study aimed to identify the evaluation of the Bank of Palestine Ltd. Customer of
the quality of services provided by the bank using the “SERVQUAL” model of the
gap analysis, which states that the level of service quality from the customers’
perspective is measured by the difference between actual service (actual performance)
and expected service according to the following formula:

Service Quality = Customers’ Perceptions — Customers’ Expectations

SQ = P -~ E

The formula is built on the premise that if actual performance is equal to or higher
than expected, service quality is then satisfactory and within expectation.

The study also aimed at identifying the relative importance of standards of quality that
the customers use when assessing service quality. Additionally, the study aimed at
identifying the effect of some variables, such as the numbers of visits to the bank and
the number of years of use, on the customers’ assessment of service quality.

The study used a sample of 1249 bank customers, distributed amongst the bank’s
branches in the West Bank and Gaza Strip as well as the various customer groups.

The research study results indicate that the customers’ assessment of the actual
service quality was positive although it doesn’t meet their expectations, which means
that there are opportunities for the improvement and development of the quality of
service provided in the bank. Additionally, the study results indicate that customers
give reliability the highest rating in terms of importance while responsiveness is
second then competence, followed by security then tangibles.

The study results also point out that the number of transactions variable has an effect

on the customers’ assessment of the quality of service provided. However, the number



of years of use variable does not seem to have an effect of the customers’ assessment
of service quality.

Among the study’s recommendations is the need to improve the quality of services
provided by the bank so that it could meet or exceed customers’ expectations in order
to retain current customers and win their loyalty as well as attract new customers by
adopting quality service as a strategy for competition and distinction, which would
help improve the bank’s competitive status as well as increase its market share and

profit marg
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Service quality is “the extent to which a service is what it claims to
be and does what it claims to do” ( Peter , Angela, 1993 ).
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Service quality is “ a measure of how well the delivered service
matches customers’ expectations “ ( Lewis and Booms , 1983 ) In
Lewis 1991 .
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Service quality is * Providing a better service than customer
expect “ (Lewis 1988).
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Service quality is “ to meet or exceeds the customers’ expectations

(Kotler , Armstrong , 1991) .
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Service quality is “ the discrepancy between customers’ expectations
or desires and their perceptions “ .
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Source : Zeithaml, Berry, and Parasuraman (1996 ), The Behavioral Consequences of Service Quality, Journal of Marketing,
(April ), PP. 31-46.
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Enduring service
intensifiers :

e Derived expectations.
e Personal service

(V) e dsd

Personal needs

Transitory service
intensifiers :

e Emergencies.

e Service problems .

Perceived service
alternatives

Self- perceived service
role

Situational factors :

e Bad weather

e Catastrophe

e Random over-
demand .

4 galal) 33 gl) Abhaia 2 ggda 23 g
Explicit service promises :
e Advertising
Expected e Personal
Service e Contracts
e Other communications
.| Desired
| Service
Implicit service promises :
e Tangibles
e Price
Zone of
tolerance
Word of Mouth :
Adquate e Personal
> Service < e Expert( consumer
reports, publicity,
consultants, surrogates)
Past experience
Gap 5
A 4
- - Predicted Service
Perceived Service

Source: Zeithaml, Berry, and Parasuraman ( 1993 ), The Nature and Determinants of Customer

Expectations of service, Journal of Academy of Marketing Science \, ( Winter ), pp. 1- 12
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(M) dsa
The three — column format
We would like your impression about ’s service performance relative to
your expectation . Please think about the two different levels of expectations defined

below .

Minimum service level : the minimum level of service performance you consider
adequate .

Desired service level : the level of service performance you desire .

Fore each of the following statements, please indicate : ( a ) your minimum service

level by circling one of the numbers in the first column (b) your desire service level

by circling one of the numbers in the second column; and ( ¢ ) your perception of
’s service by circling one of the numbers in the third column .

When it comes to......... My Minimum My Desired My Perception
Service Level Is: Service Level Is: of S
1.Prompt service to Service Is:
policyholders
Low High Low High Low High
123456789 123456789 123456789

Source: Parasuraman, Zeithaml and Berry ( 1994 ), Alternative Scales for Measuring Service Quality : A Comparative

Assessment Based on Psychometric and Diagnostic Criteria, Journal of Retailing , ( Fall ), pp. 201-230
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