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SUMMARY

This study aimed at the importance of using the servqual gap model to measure the
guality of banking service from the point of view of clients of the national bank of
Algeria to the agency of tiaret, to archive the objectives of the study ,we designed a
guestionnaire to enable their opinion consisting of 25 paragraphs that expressed the
five dimensions of the gap by tangibility ,response ,confidence and
assurance ,reliability and sympathy and the number of respondent reached 50
clients to seek their opinions .and we used the descriptive approach by taking
advantage use of the analysis of field the study data the study concluted with several
results, the most important of which is that the level of bank quality evaluation varies
from one dimension to another and from one customer to another witch led to a
negative gap between the perceptions of the experted customer about the banking
service provided in the dimension we find the tangible , confidence and assurance to
reduce or reduce it and the study recommended several recommendations
represented in the continuous evaluation of customers perceptions change with the
passage of time and the need to develop the relationship between the bank and the
customrers to acheive higher levels satisfaction and trust in addition to the
importance of solving problems with the sympathy of the bank with clients in the
event of an urgent problem to reduce or reduce it and to form the internal customers
to satisfy external customers in the bank through the formation of the staff and their
understanding of goals and objectifs improvement methods to reach to customers
satisfaction.

Key words: guality, Servqual model ,Banking service .
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