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Service quality is considered to be one of the most modern approaches that have
attracted wide attention, especially in the consumer —oriented era. As a result,
service organizations were stimulated to work on identifying consumers’
expectations about the service they want as well as embodying them in real life and
looking for the dimensions on which the quality of services is based.All of this is
carried out, in order to reach out for the customer and satisfy him, which in turn,
leads to creating loyalty, increasing company’s share of market and attracting new
clients through positive feedback of already satisfied customers.In fact, during our
field study in the External Bank of Algeria, me tried to analyze the degree of the
effect and contribution of the service quality in fulfilling customer satisfaction and

the different criteria used by this latter to evaluate it.
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Source: Denis Darpy et Pierre Volle, comportement du consommateur,

Dunod, Paris, 2003, p 165.
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