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Abstract :

This study aims to analyze the impact of service quality on the purchasing decision
of Gulf Bank customers, based on a sample of 200 respondents. The SERVQUAL
model wasused to measure service quality dimensions (tangibility, reliability,
responsiveness, assurance, empathy) and linkthem to purchasing decision
indicators. The results revealed that service quality explains 52% of the variance in
purchasing decisions, with reliability and responsiveness having the most
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significant effects. The study recommends enhancing responsiveness, improving
communication skills among employees, and developing digital service channels.
Keywords: Service Quality , Purchasing Decision , SERVQUAL Model ,
Banking Marketing.
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