\

I_RACI O | eyt §

Academic Scienbific Journals —
d enlallag Slld 119 1an

ISSN (E): 2616 - 7808 1l  ISSN (P): 2414 - 7419

www.kutcollegej . C .edu.iq

2022 Jlai 27-26 goasiall "mell walgy alnidl cliy L4 djghin djlalg dijaa alalail gai® aplniailg aylihul pglell Llgall gunlll Lalell paig-oll dgay gald aac

SERVQUAL zgail aladiuly 4 yaall pUall) 4 daddd) 5393 dlag) anlli g Julas
b g daaly £ 8 /00 ) G puaa A Ala Al o
3 S g3 priall s o a0 2 aal) R Gialia upgi e ¢ L lSall Sana uaga 3

Oalal) lu) il

Aadla LY 8IS 32T g ) s salall) dasedl) Al Lasbagls A yamall ciladal) 53 g oy Julas ) Al Al s
52001 ekl s ¢Ball chanls | 21€ 0 2 allaal am jha i il Al LAY Tabiad ¢l 31 Uiy (3uind 8 ¢(alalail) ¢gjlaall cilaian)
saad.mosal974@gmail.com v e o N . T 4 puad e 4 o1 .
ZnaWraSkahlal@gmail com Ua‘).zj b )88 (22) ‘Ac AltaY) calatdl SERVQUAL CJ_,.AJ\ GJ\ Jalii ) (ML\.\..\»'}!\) A_u\‘)_ﬂ\ 3lal ﬁ}b.u
3aabu|mineem@U0WaSit.edU.iq | 6\45:\.“:\ ad sl M.u\).ﬂ\ caﬁ;.a S S ‘_A! \JLJ 9 &M\)ﬂ\ caﬁ;.a 5% 4:\5)..4..&\ laadd) 33 g Ml H:\ﬁ
(98) Jainal a3 3 et pumall (il ) (o Al 3 )kl (110) @ss ol g @) 5 (Rpaaidll) dpaasl) Al
ua);d B _)laliul (90) laie (.\_"\ 5 cLdlais) (.\J.sd B _jlaliul (8) il ad a:;_)lum“ Gl :1.1;\)4 Az g lgia
e Talaie] miliall dallae s ludial a5 5 e ) sall LAWY Jlaa) e (81.8%) Loy T an ) Jidal)
Juil sl clpall T oLl e de gana () A pall lia iy Aelaiay) o plall AdlaaY) 4a 3all (26) Llaal (SPSS) el
' Cayda (e dadiall 4 ymal) Aadill 53 g Sl (5 siase ity Aliall 1 lan ) Jiladl) 68 Cuke ol
o) @laghie |2l 2al) ol Sas¥) s i jall (5 sineal) Al ) jlons Aileiall oo s Anala g8 /2 5l Copaae

2022 1 ANEH | 115 5ol A8 i Lot iiam 53 (o A pana () oyl il 5y Lo s A s (531 eV
83 5l 53] (5alse (ki By 5 uim ae ¢l seall apan (g B0 sl ABE L5 (e Db el <l siasal) paen
Caladll AU e il (3l Gat Jal (e (el s Gasla 8 /a0 5l Cojuae) 8 AL

4 padl) Lasdll 53 5a ¢ 5230 Liay ¢ SERVQUAL 73 5l ¢eddll 53 g dlal s dualidal) cilalsl)

Analyzing and Evaluating the Dimensions of Service Quality in the Banking Sector
Using the SERVQUAL Model
A Case Study in Al-Rasheed Bank / Wasit University Section
Dr. Saad Musa Mahmeed Al-Ogaili* , Dr. Nawras Sahib Khalil Al-Hussaini ? ,
Ali Abdulmunem Mahdi Alrikabi 3
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123 College of Administration | The current study seeks to analyze and evaluate the quality of banking services with its
and Economics, University of | five basic dimensions (tangibility, reliability, response, guarantee, empathy), on customer
Wasit, Iraq, Wasit, 52001 satisfaction, based on testing the hypotheses that were put forward to address the research
problem. Objectives of the study The researchers developed the study tool (the
questionnaire) based on the SERVQUAL model, and the questionnaire included (22) items
for the purpose of evaluating the dimensions of the quality of banking services from the
study population, and due to the large size of the study population, the control sample
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L Corresponding Author method (intentional) was used, and that By distributing (110) questionnaires to the

customers of the bank, where (98) of them were retrieved, and after reviewing the retrieved
Paper Info. questionnaires, (8) questionnaires were excluded for lack of completion, and (90) forms
Published: Aug. 2022 were approved for the purpose of statistical analysis, i.e. (81.8%) of the Total distributed

questionnaires. The results were calculated and processed based on the (SPSS) Statistical
Package for Social Sciences (26). The study reached a set of results, the most important of
which are: The results of statistical fraud related to the assessment of the level of quality
dimensions of banking service provided by Al-Rasheed Bank / Wasit University section,
related to the terms of the questionnaire, appeared the high level of all dimensions except

e
414 (414-426)



mailto:saad.mosa1974@gmail.com
mailto:nawraskahlal@gmail.com
mailto:aabulmineem@uowasit.edu.iq
mailto:saad.mosa1974@gmail.com
mailto:nawraskahlal@gmail.com
mailto:aabulmineem@uowasit.edu.iq

2022 ui deolall ggalladsdlan 0 e pudig Jai - ,le g yu)gi g a2

2022 Al 27 -26 goajiall *pasll aalgy alnidl clis adjghindjlalg dijaa alalail gai* anlnidllg )l pglell Agall guolall olell Jpoigall égaul (alhaac

pi eaaall o gedall 345 e g pualall i ) 8 sailull 5 Sdll
G gan aiad (Al i) 408 ) 5 Japadill s 53 pall 4
Aabaiall 8 Jaad) e ya) gaen 8 sedl o Jdl f il
el ead s Adlaa W) Jlae Y1 ol el ) a5 1aa
fen o (3 siie mgill 1an e JSS Aabiiall il g cilaiall
Cinpal Joshll sl e dadaiall b gy G yAY)
iy 43 a0 JST Al 5080 8 Laga Sale 335l
1Y) Al 5ol 5 aal g Cadig 883 sall Cilaal (3as

[2] 252 n ) o seial dal)
S e A el Al Jlaa) (8 el (sl aayg
e 58 il s LelaSh dadaiall slail asen (8 (53l (e
e S 5l ) 5 A A 5l Sl sl aal 30 gl 5 43 5 5l
O andl (8 ol g 13 Gl Clagagl) s2a DA
Lo el aiasall Gail) 5 Lg 1) 5 80 5l () et ciladaidl)
4 sl Lgian (o A hdladl) LA (e LSy dls S L
o (AN S Al a8 lgdlia e Apndlin b jae e Lalaall
D 2 sl A Jidin sl 18 dgal e (o 350kl L]
agle 5 coda (8 sl lallaial 4latuB (6 A Y) Clabaiall L
A S I8 Albleall g lanal) g culatiall 33 g chay) 3

[3] Caralall (padal)

Ll ) doagia 1 oY) unall

A Al A oY )

O Lah 5 Audlia yualal) G gl 8 8 eadl) Uil g i
L 5l el 288 (5 5 Y1 A A1 5 A g Sl oyl
sbala Ging e Lisn i Ui ja L sl 5 (Cajladll)
oy Laa cidle 53 ga Cold Culadds apas Aaud 50 Leiil ) il
B g bl ol agdW 533 55 (i ) L) S 4
O A gl a3l g (e Addlaall 8 o ypiaall Calaa)
Mal i g Jolat W ANAD) Al ) e M (5 5A) dga

for the dimension of the response, whose evaluation was recorded as average. The study
reached a set of recommendations, the most important of which are: consolidating a
culture of quality at all organizational levels, as well as spreading a culture of quality
among all employees; With the necessity of applying the principles of total quality
management in (Al-Rasheed Bank / Wasit University section) in order to achieve
competitive advantage over the rest of the banks.

Keywords: Dimensions of service quality, SERVQUAL model, customer satisfaction,
quality of banking service
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Jlai¥) ik sl Lad il (ailiadll ¢ Ladll
S cshladl i hall e sl - Security oaY)
Ayl sf ol a1 cpanall LoD celal)
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eliall (5l e
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Aaxdl) (38 5e (B Cp AY) GOSN 5 cdardll

TP -X @JLAX\ :&JJ‘\)“

(7

(8)

)

(10)

Gralill aaa (il s S all 6y Sall alag¥) ) Talii

4l sladf dses (Parasuraman, et al :1988 )
Codaa w4 le 3 laf il Al sy Al Wl 8
olend) Jadl 8 Ale 5eLiS 13 3) (SERVQUAL)
o8 Aalil) cuadd 5 el (s AS jidiall pailadl) s Ciaa

38 5 gall g il galll B Al Al oda chiaad Mlanl Aol

2ad A el )s An) il ABLAN 5 3oL s 58 o L a5
ol sill 5 J sl pim s o ¢ Joall (8 lasall ey aaa
Ay g iy Calalaill e ale 2ad Cuad Jaeall Jsd

L (1)0sad) b o 3e LS 5 Al sl 5 e sLaie)

isalie Yl oY Ll Reliability 48 sisall
e JS0 SOl Jada g i) gdll dlae) 84S
Al Cd gl Al el

Jaivl o slasiul ; Responsiveness  ddaiuY)
Jlas ) Jie dandl) 1 8 (e Aol aai] (il all
draally Juai¥l zale) 5 ¢ sl e a5l dlalas Jay
Ay s A2 @iy Ay

4 el g Ol jleall AL 1 Competence 3sLasl)
(i sal 5 )l gall 5 A8 prall 5 A eaal) )oY Ay slladll
Aalaiall Aia ) 5,8l 5 cacall 5 Juasy)

(Joad¥ A gens g J a5l A g 1 AcCESS o sl
odilel 3ok e A s Aaadll () J sl (S
Jue lelus s danl 5 Gl deadll 8l jULawy) i
Aeddll (38 jal Culic ad ga 5 Aag e

a5l slel yayal yiaYl s aYI - Courtesy Aldiaal
el cllgi ) il Sl sle ) o cJlaai¥l il sl
Al Ly il gl (391 5 Cadail
e Gl el
g s bl g Lain) 5 Lgagd agiSay ) Adlly ¢ Skl
el s asly () g 30 Alada g ¢ Lgaals g Lgald daaall
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SERVQUAL 4axill 33 g2 73 gall dpesbaa¥) yualindl g dlag¥) G (1)d 92>

(M

2

€)

“)

)

(6)

Dimensions

Items

Tangibles: physical
facilities, equipment,
and appearance of

personnel

. should have up-to-date equipment
. physical facilities should be visually appealing
. employees should be well dressed and appear neat

. appearance of physical facilities should be in keeping with the type of services

Reliability: to perform
the promised service
dependably and

accurately

© 00 N O O M W N P

. should be dependable

. should keep accurate records

. should do things by the time they promise

. when customers have problems, they should be sympathetic and reassuring

. should provide their services at the time they promise

Responsiveness: to
help customers and

provide prompt

10. should not be expected to tell customers when services will be performed*
11. not realistic for customers to expect prompt service*

12. employees do not always have to be willing to help customers*

e
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service

13

. is OK if they are too busy to respond to requests promptly*

Assurance: courtesy
knowledge, ability of
employees to inspire
trust and confidence

14.
15.
16.
17.

customers should be able to trust employees

the employees should be polite

customers should feel safe in their transactions with these stores' employees

employees should get adequate support to do their jobs well

Empathy: caring,
individualized
attention the firm

provides its customers

18.
19.
20.

are*

21. unrealistic for them to have customers' best interests at heart*

22. should not be expected to have operating hours convenient to all customers*

company should not be expected to give customers individual attention*
employees cannot be expected to give customers personal attention*
unrealistic to expect employees to know what the needs of their customers

*reverse coded
Sources: [1]; [22]
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