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Abstract

This study aims to verify the quality level of services
provided by the bank of Bank of Agriculture and Rural
Development in tebessa City in terms of customers' viewpoint.
The study adopted the attitudes of a sample of related customers
to conclude the results. The sample included 100 customer of
Banks; these were chosen randomly in order to collect the
information from the field. For this reason a questionnaire had
been developed. Several statistical tools examined the
hypothesis of the study.

The study concluded that there was a average evaluation
for the high quality of services provided by the banks. In
addition, there was a variance in the relative importance
concerning how consumers evaluate the quality level of
services provided banks.

The study recommends the need to maintain and improve
the continuity of the quality of services by the management of
the banks in order to provide better services to customers

Mots clés : Service, Qualité, Service Quality, Customer

satisfaction, Service Quality Measurement, ServQual,
ServPerf.




