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Abstract:

The purpose of this study is to investigate customers’ perceived of
banking service quality using dimensions of SERVQUAL model.
After a short literature review, we conducted an empirical study on a
sample of 174 CPA Banks customers. Where we studied the effect of
five dimensions on customer perceived quality using SEM method.
The results obtained confirmed that the dimensions of quality have a
positive impact on the perceived quality by CPA bank customers. The
results also showed that the bank must improve its quality and care
more about its customers in order to reach the level of their aspirations.
Keyword: Banking services, SERVQUAL dimensions of service
quality. SERVQUAL, perceived quality.
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