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Measuring the relative importance of the service quality dimensions in
Libyan commercial banks from bankers' standpoints

(A comparative study between public and private banks)
Dr. Mohamed M M Zaltom

Abstract:

Service quality is one of the most important areas in the banking
services sector. Research on the level of service quality in general, and
in particular banking services, is based on the method of scientific
research known as the Service Quality Scale SERVQUAL), which
was developed by (Parasuraman, Zeithaml, and Berry) in 1988, 1985
and consists of five main dimensions: tangibility, reliability
Responsiveness, assurance, sympathy. As well as a questionnaire form
consisting of (22y variables related to these five dimensions, which
translate aspects of service quality, in order to measure the level of
quality of banking services in Libyan commercial banks by focusing
on measuring the relative importance of these five dimensions from
the point of view of the employees and managers of these banks.

The results from this study showed a difterence in the ranking of
the relative importance of the five dimensions of the quality of
services in the public and private Libyan commercial banks, from the

viewpoint of the bankers of these banks.

Key words: quality of services - workers (employees and managers)
- public banks - private banks - relative importance - dimensions of

service
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