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O ABSTRACT 0O

This paper aims to assess the service quality provided by private and public banks in
Syria. It also aims to compare and specify differences between these banks at the level of
recognized quality from the customers' point of view. This is achieved by concentrating
on the service performance (SERVPERE) to measure the recognized service quality.

The data for this research were collected using a questionnaire. 131 had been
distributed. 117 were returned, which amounts for 89% of the distributed questionnaires.

The results had shown a strong correlation and effect of service quality dimensions
on total service quality which represented customers' satisfaction on services quality
provided in Syrian private and public banks, and there are significant differences between
the customers' response means in public and private banks in relation to all quality
dimensions except for the dimension of empathy. The study also showed that the degree
of customers' satisfaction with the level of the services quality provided in private banks
outclasses its counterparts.

The research recommends better attention with improving the level of quality in
Syrian banks, especially public ones, through more concentration on the empathy and
intangible dimensions of service quality, and paying better attention to employee training
and qualification, as well as adopting quality as an essential criterion work.

Keywords: service quality, service quality dimensions, SERVPERE, customers'
satisfaction, total service quality, private and public banks
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