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AllslttAc t

Mea$lnls rhe Senice quality olm organizrtion n lihl io detemnrnrs whether an

orEuization meeh its cDsloDr.s cxp.ctarions n'...ssllll). S€Nice quality can be

'Ho\ysell rheservice tueersore\cc€ds the cusronred exDectations on a conshrd

l'or the Fivate o'lanizations it is very nnporlinl to mcasur nr sdvice quxlny

becausc by lh.t rhct car ablc lo cxplor. ho\r b dnrirguish rhemselves filnr their

compdil(Ts x.d alsoho$ they can obldn conrpetilirc adrantagc. Likcwhc {hcquali(l

ol rni.c p.ovidcd bt fic Clvcnrorenl slrould be ossessed to en e dE

accouDtabilitr of lhc cov.inncnlLorvi s rhe geneal public.

Th! rescaEh sork is srudied abour rhc Scrricc Qlahy ol Rllliclloa labour

dcpnnn.nf rhiclr is o.e oJ rheGovemenr dep.nncnrs.lr rcndcrs nrany sfivices ro

lhcctuflli)locs xndcmployers. Anyhown seens thatBrtticaloa hbour d.Fnhenr has

rccilcd coDplxinls l;on its beoelicirries Esardios rbe serviccs, spc.incalll' thc

!.vices olenrpLo-vee s providcnl itr.d. induslirl dispuler and inrpecLion. Thus, tlE

questioD sls, whcth.r thc level ril ssrvice qulliit olthe llalticaloa labour dcpadnc.(

$N to the slisllclory lerel? Ilence. drcrc {s a gaF ro srudy,bour rhe level ol

-$ni* qualny drlt?Bdacaloa laLrour depannenr.

In order lo nici rc thc s.rvice qudlily 5ix diDfirsions rvcF coNidoc

indudcd Responsilencs.  surancc. Ildravillr rnd Agludes, rRelilbilny.

r.C' . '( .r'..i ed r .or '.^.1, 
, l(..p'.r.,0.,

..r. or ,.p''' ok.moJid 1.,..,tJ."0,*J.r., J

moJcLaear d hisl l.\.lol.c^'ce qtr

lhe study bund rh.t rhc dG.usseJ rhtu€ sepicei Fonly indiciic modoalc lclcl 01'

quality. lhc.i.re r Lvls knorvo from thc concldsior. thc Blricaba laLrour

deFnnrent .nd drc bcncli.iaries hxlr rhe responsibihy ro uDlrdc rc lcrcl of
scwice qlrlil) rt hieh lcrcL. l-re.nlLxllr lLrir repoi( reconncnds so.rc rm.dirL

.ctionslhalhelp to hpro!c rhc scrvicc q Mlily r1 rh. orlDizaLion.
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