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ABSTRACT

[n cecenn years, banks have had fo present mare various services with hogher quality
due 10 the increns: in competition and keeping the durability and their profitability.
Indeed in these years the increasing tremd of compztitive eovironment m the banking
mndustry of the country attracied benks to the field of offering banking services
expected by the cnstomers more than Befiore. The aim of this research was 1o examins
the level of service quality zs perceived by bhousing loans customers of Commercial banls.

The literaturs review was supportad to measure the service quality of bamks on
lending hausing leans Service quality measure is based on modified version of SERYPERF
model dexeloped by Cromim & Taylor, (1992), was derived from the SERVQUAL model
wiich iuvoliee five duneesons of Service: quelity, namcly Relishbility, Responsivencss,
Assuranpe, Empatiy and Tengibles. Service guality of banks on lending howsing oans

meazared sbove five dimensions threegh questionmaire. [inder these five dimensions ther=
gt teoenby mdicators

A szmple af 100 banks crstomers was drawn from the well-known five Commercial banks in
Bandaravezla seczetary. The questioenaire developed for this study was basad en 2 SEVPERF
made] that idendified lhe inflaence of five dimensions. The collected diata wers amalyzed
by using Univarizie analysis (descriptivemeasures).

The resnlis indicete thet Service quality of banks ou lending housing Joans is & moderate
level. Ameng five service quallity dimensions Relisbility and Tangibles is at high level of
mmqmmgmhmatmiwﬂmrmmmmwﬁﬁmnqmmm
hoasmg loan pracices im commesciall banks have to u@gmdclthﬁnmte&c[wmrm satisfy
the: cusiomers. Emmﬂyﬂﬁmﬂmm&mmﬁm&dmimmtm
service quality of the banking sector.
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