IDOCEAN

U N | E R TY

23, Ll Lol gutdl gt ks

Efw.é.l‘ Q\.y]é.i."j %)Ia.db.by‘ ¢ 9 Q

YO\ .. Y.V anlxll 0,11




MIDOCEA|

UMIYVERS

www.midocean.ae



MIDOCEA|

UNI‘«ER"—'I*‘Y’l

g ‘.2 lavdsg Eeedl & 94 903 o ol bl oluwlyudl guo| Jedxs :(9) Aol
Badoes %_)Ja.v)]ab QL:).BJ

www.midocean.ae




MIDOCEA

Vv ER S

Sy Bly § Sledidl g2 s

196 Aaal> -(2017) ey ]!
https://journaljemt.com/index.php/JEMT/article/view/489/978

Brinsh Jowmal of Econamics, Wanagement & Trade Q
1T -5, TOT; Arfich no A ST 1M o
EG S SETa-d

SLIENCELCMAIN inlemet/ionsi
=

Measuring Services Quality: Tabuk Municipal

Salsh Hamed Amarbl” and Omer Anmed Sayed”

Daperiment o Memegemers. Seouty of Surimeas Adminaiesdicn, Tesok Ueieernty. Teiuk
Swud Amaiw

,:m:lﬁ'nlvi of Fnze prd imeseira sy, Spuly of Aunmery Adminiyieetion, Teaue Usiesrady
Trsoi, Teudl A

Aathors” caninbalians

The twa aufiora cominiudes i drefiing md anting. Auther DA S condocied S mrejTa. e mdhor
SHA coked for elevmnt atces BT Jeapred She poeriioneie and mece the Seis colecion and by
Jmining EVIET it puttos DAS mEse S reauin eereinics. THE MEISToETSEEDTT mene

et irhed cered ot awew! SNITUR TS T D iween ST fWs Eudtorr @ott oz remd BT pEew e
Amw EpprevE o e eerEios i be pusiraed

Artiche lrformatior

Do LT e VR 3\1""2"‘?"

Chiang-ling Chen, Dugammee: of Booesic, Madarad S Kan Ji.lllg':.iu
Fawn:

171 Viaeok e VioamhE lLd, MEdaz Fedens Golnd. Lrienidice Faders de ol @l
(3] £y, Sakans, bovi Mar Catd ke, Tadky.

£ T Ko Sepas, YRESA Lnkamiy of Sounce & Technaiagy, Sarkasac, il

e Pk e Hi0230y S e AR G, T i
R:Mﬂ;g-mhm::r

Acceztsd I ey 3097

Origimal Reawarzh Artich Potimnes 12 My 2097

AEETRACT

| Tha stusy seslcees service goulBy = TaSck Monicpaiy ans e i i2enify s=picyes conarani

o pravidng better service Tha mhdy used SEAVFEAF preamcisd by Cronin and Tager [2] =
mzpiors chen! percegions of the asrece suslty provided By mencipsl Tabok. Intercwas wih Tatuk
Moricipaity smpopeEn wene San ooncuciec, which focused on imaues rafasd 0t GomEScnane
armiy. Baisics snsisn reveaed @ otve relmionahp Setvesn the mrgie cmanmon and
gemity of pardce. Inriewssn indicaled thet Sonicpe smpicyesn reun Bccbional tmning =
improve i shiln in working with the gublic. viwwad a1 wn
impariant wesnue for improving the goiky of ervices provided,

Kaywords Tarvics gunily: pughs sscros curicras S Arabe.

Al Rrks BT ST R RO itk s TS

1. INTROOUCTION

Foamzmyn, ol amrvice relzrma heew basn

mizut swrvce guelk The third sscdon wi
cdmacrits s maihoty nd meitofoogien cmed
V¥e sraiyze e drdingz in the fzurh ascion sng

towarza cum T
FARETEIT EEm.i e sueldy of mmvices u-,-
recaicE A3 gTvemmani agencen cesd &=
O LRGE BN BITAED thar gusliy of sandce frem
u cilarent angel, the rart usefu’ Ncicaior i from
femir cumizmena. The lermiore premenin —eng
modea lor meRmunng amrvics pusldy cne o Has
o Serdce Cusliy Mool (SEEVIUAL] which
mubrifed by Sermaureman s al [1] g mlas
Servics Perizrmances moce [SEEVERAS] akise
i prexanied &y Cronn ane Tayler ] (1552). The
EECEINE TooE 3 1N B B cEeEspTeni Sl e
Trai. Trarwoes tha reasench ueesl SRAVFEAF
rocde o cemrmine how ther cients parcencs
Teook Womeopmily pumidy =l gwtvcEs. Thia
inziromant coneas of fve cimanzions. tangible,
MmIiEy,  rEIDEREnEnE BImimnze,  mns
mmpmiy. Domidmive CEiE AR oIS BT B
somplemanarg o (LTnedtg asme  imnoas
reined by gomaimenecs moreey thel reeded —ore
imimatigmicn o be ilunireies.

Trare sra 1B Muncgeitms n Sacdi Amesie
mpersaec by the Winary of Moncpe' snz Roe
Afmirs. Oirm of thess i found n Tabtuk which
ocaims in the hiorh Ves! of Ssudi Anbae. The
runcpaiies N Smuc Arabie (nouwdng Tabuk
Hunicgality, e sim of thin sicdyl wers
srmtighed i provice merccms G e public
inciufing pobic  mmnimbon, anisbinhmant
lcsaing. #c Even manoike schnoiogy
imgioesmania and the grewing increses in the
pEpumEsn N Seudi Scabm, the pobic mecis i
Lnzwe o = i
asrecmn  mre tang  comimusualy  improves,
asrecmn  fumidy hex iemabgeies 5y —eny
rszaarchetn N te priveis coniect of Seoc
Arwtim n om.ch  wwczme— inziuainy

presicE ciscuamon, impication anc
Irimion n the i part

2. REVIEW OF THE LITERATURE

Much ressarch hes Cesn cord.cec on the
Tutject of amreice gumldy (500 ance the 1EEI3
(Matfosz (3] Lmchen |41 Senice  Sowiy
SEAVOUAL] caraats of (e SioenaEn
i,

mrd  mmpmthy. Tha niinman! msanrs
DETEED  TETiCE QU i cunismaer
mcpecisionz and i nouces I3 itemm. The et
EratEcnl THEILrEE hEw the sgpeasrance o
prymicel fmcidmn mnd ot apuigrent allec B
cen! enc @@ meamred with four ferz The
eIz how

pEfom procaec arccmn = Bar cogiomens
mns mre masmutes wiit free err The iRt
Sretmcn eEmn i how - eTposesn @R
wing = G in ceiesr Cec aecccmE S fhar
cuniomar an @ raszured wit foor iem. The
fouris Zimanioen BxmEN LN T eyt g
mnd ‘he ceges io which thay convey conlicence
mr ot T ComiNTHHNT. NS 3 meanorad wiin
four limma. Frmly, s—pathy @ cefined aa he
misnion anc cormcesasn el i pad o cenis
mnd @ remurec iR Tes dmma. The natromant
reemmT G Srfeence Setvesn parcepion ens
mopmzimimn,

Tra SEFEVILAL moce Bai wen cwesicped Sy
FParmzure=sn & w. [1] @ ;ssd on 8 gmp
betwesn sxpecmion and parcegton Thin moce
hea been ispac In meny plucisx N cfTenent
fwcs. The SRAVIUAL mooel hea besn
criscizes for f1 lSrg  procEmn G CaBIutE

barnking mecizr g Fmpkhoare. Tta
Hunicpaiiss provds e i infeerociurs
mrecan to ihe community end not peevous
=2y NeE foune mzemrs the guslly o mrecen
B pubic sz in Smucl Aoaba thin ceamerch
somea b seginre B wesl ol aervics guelly ma
B3 sEmciven arw besfoic

1. Tz szsmne e guslly o mencge
anrcomn provides by Tmbok Muriciowliy
fr=m e Zilnd's point of view.

I To mrmyze e cocnareni BT Ry ece
n proveing beiter menicexs o her
SLEITEE.

mcsicn med
batamen fasn (e gEp of the gomEy of the
Tmraicnl.

Tha mpplicubilty of SRAVIUAL hea been wicey
Cricioes. ye! deapis f3 parcenws Thoroe ingn
thizs moxisd iz 3l in use. Ons majpr critigus o the
gy 3core socorting i Cronin sed Tyer [2]
Tema [2) anc [B) Exac thel (s specizion @
mpmper @ aricymes i cwlinidon, whemes
Bracy and Cronn [7] cnticdzed SERVOUAL
becwoe B3 mesmoreTeni oF Tetoe GomEy
foouamm on the procEaz o merice ceioeg EnD
ignomeE merdice cuimmea. On he other fanc
Agetng et m. ] zmisd i Wasaoricg the

iha gueity of ia celwwery processss” (pg. I1-330
Trat i i3 Emy. here are meny jussna msoul
g m GED msore weie @ hae s calne
Eoscmion ohecieml; mE thay mmisd i B
abmols b memsored ciecdy TEEghE By Lmng B
percapion s, TDher oiiciare murrcunding
SEAVOUAL mcussx tha cohimvemmy ovee the
vt emion of B ZEQ BoorE SEcELNE the procmnn for
EERRIING Ianvice Gusliy recunen mubirecing
pacepion e sspeciniion Ven Oyls #f ol [§]
s=nisnces e wml onaoTosn evicencs e
m thmough =
Fup I

abhzugh SERWILAL —sascremant tamn bess
wicwy mpghed n ey face, & tmn bess
citicoms by cfTmsent o Sutls [0
pointed cut crticar for SERVOUAL Fom ot
tmamirical med cosrmscoal ace. Tems |23 (155317
aininc that the concegt of “ezpecisbioe” @ koae

Cemiy I3 MONE ECCoTEN 1D mITAEE the Do
gemiy. Cronin ared Taglor [3 sirmmasd it
SEAVERAS tmasd on ssmnsng e scka
pasformance of awnrios guslty, imateed of e gag
mgpromch

1. REZEARCH METHODOLODY AMD
DEZIGM

In ther part, wa will irg » ceimies mraiyae of the
mathod which hex besn coed io collect ceim
TR yIED ham oend e pressnimimn o0 the
fncings. Thin zucy @ @ com-mecions
ceacripiie sudy n‘lhc-l:l.nl.l mng MTpopeen of
Taizuk (5o
EIRETEh I.:hnl;u- R e, The
GoREiznTETE  ERT  miEcaRwl aws saf-
znex The sz pees
s withzu! mry ERREEEnCe.

nd zpen i mmny
Lacher [4] mic i “scgecieSons haes besn
varculy Se'mec B3 CEOTEE, AEnh ARE B
race peovicer shoold ofer...” JET), which
TEIND Rspecinion cEn DR inderpreies Cifetendy
by peagis whene L may influsnce (he

2.1 Fe Hon and

Tha popumson & e moved in thin Tiicy wam the
cisnts of the Tabuk Municigsity. Mon-protesity
mmpiing wan uasd which repremenis & groep o

= amroce gumlity.

= zzvirm Cronin mnE Tepme [3] 0 mns
WoAlscander of m. [11] srgusd tha! —esmsurng
parcmpion in e SESVEERS model cuipedooa
Ep acorea N0 the SERVOUAL —oel whan B
comea & oevmloming menice gombip. Moremesn
Sait Richers mrd Almwmy [12] end Sresy ans
Cronin [7] migems fmt e SEAVOUAL mode
tocuses on fe procexs of merdce ey
wherana B gomily o aevics memsores by the
zasizzman rather han Bx procmns.

Cronin ans Tayor [I) pressnisd an sismains
mocel o gauge e iy ol mercca, the
SEAVFRAF rooe. wtiEt SNy MEER.rER
parzwpion of petvice goall; NS cnen the aeme
Tow comarmzna ans IZ ETa Coweesr, L o
rezt memaus azpecisdinn Thoz S8 EWIRAS aniy
ranztes the knowecge =l scusl ssrace el
moarced by the comiomer. Thin catincion
provides m Sasnc EsvErimge oo SESVTUAL
Agetoni et ml. 8] noiceies Emi SERVTERS @
more muiabie for evEuREn g the pumlity o TeTvice
fran IRAVOUAL wa misisd sboes Worsoesr,
wmpicE wvidence prezssiss by MzDooged mns
Laveagus |13] shomesd St manmuring b pusliy

trmi wrasie -]
mimci wniz fom s popusdion hai ey me
nisrmnisd N abeying Ssajoncena wes
mess  umng  convanienze aeging
(wranimSidy) maihoc cus ioos polenisly infinds
popu lmion. Tha maens Sied chenin vese o ecec
cee to the smse wih which thay oould be
nincies. Ws Uie rEncom mrping schniguss
io cwmiermine ke minimom nurber regoited. We
cairibuims  mome hen 12D qusstcrneines
culesting 140 mnd sneiping 40 suresgn
CoamimTneicEl BrA C@EnuMs i Tele Sand o
e moncipe 0 TESUE oy SecELIE there mre ns
ferale coamren. The ressechens regssses
pmmizaEn ram moncipe o Tetuk iz ecgage
araumers it the mhoy Broogh gheong tam
pesnionmmrey iz 1 fem a3 ey come b the
rmusizipsl in Tebok bafore ey weni oot

1.2 fourcac of Data and Dain Colisoton
Inctrumants

TrE reTERrch Jams prirmary Geim which s oecims
for =Eng mre mm
nisrdwn. The inasbtumsnis of this sty wee

ans =
G=krizra. The man resssch insrursst @ =
5 ‘which ssnaiafs of I3 pusassng ens

of ZanicE uming cusnmer Wl TR
#Ticisn! $han uEng § JEp ICore o mERILrE
scpecEion and pecegtions. CTomin anc Tayior
|3] smphezzes thet messaring percegicn =f

costmira iww amcin thel retect the e
Cranzicnn of gusidy mn cefned . Teome
CmstIcnE ENE; BITUTENCE, SToEiNy rembil

www.midocean.ae




MIDOCEA \

UNIVERSIT"F'

20 a8l b ant s 3 daolyd Jolows

N

dwlydl jasle

GISERVPERF 7 398 dlyudl cuaeinl . Liadl cilonis @uuds 3 cnalsoll 4 o3 a0l cligall yus J| (s 2o daly § ciloasdl 8og (olid ) 2wyl b
a2l o Aplzm) Ae 5929 e Aibian) el i dSy lans duuly Laads &1 Sleasdl Baga e Cpdidiad) lygiat BLASY (144Y) 5lilis (nig,S daud
Ol Osabsll 6Ty (U3 e ke ezt an daladdl @ ogblon Cnumtd 3Ld) copus ) d by bl Laboge 0T J) eDLLEL 3 sSHLall 5Laly daasdl Bagag goll
29 2o by lasdl ST dad s A8Mall l3 cllastl ¢ 4o 3 Aalydl o Juboes b Ledy Lontall culosiel) 39 Ctencnt] Bago Ao 5319l

SERVPERF el 5352 &,las
2alzall slelaall 3 oluusll daad Aergo Sblal S5 o Lol

spladl g ladll § deSgodl @ ylas

WLl (rasasy ¢ guedd] Soludl dag39 Slidogully Boamll sums dclsly bl aog pe Aaliig Audladg 5elaS AungSoatl lucusll Bylo] (lesad b allas 29
doeld (gilall Balewy adlaally cddlaally (AS,Ladly c@sLudly cadladll Jio dudsy toobee ] widludy conidolgal] donall cloasll 839> iy caladl JUI (omeig
Cibolglle ol (v 4531 3u5aig slusl (e

\_ )

www.midocean.ae



hAWMDCEAh

UNIVERSITY

SERVPERF dosell Bagar &ylai ¢ gi (§ Juckowl!

szl A Balall 74.3)144 £ gud 8
kil ae 341 1dag (Performance Only Model) Zsusl) Laall el Lolids e &HI SERVQUAL (40 8piaises L5eud 329 SERVPERF ulide (de dulydl Cinezel  ®
(Aegolll juoliadl ccabolantl (o La¥ lmiaddl (Ayalore¥l) ‘el Aol Baga slagl e sleze¥l Laal Llasbue 3

Al Sloase) B3y poriiall jiad polid) bl aluaiiul o
Aslaidlsda yage a9 uisdiadl Loy Sogll Loy @

G guadll
SERVPERF L3 Laf «LalaT S5y osel) adss (o ilyall a5 SERVQUAL ,laid cloges zeiils 38 llia oof i (SERVPERF 4 SERVQUAL oo ped)l Cias ®
Glasdl HUSY1 3 Bguad Jiay Les Ligus of LAL").A Aidlie @iy pJg § SERVPERF &kas o L1 5list 13U s oy o9 e Ladd e loS Ll uliadl g8
Loiall Aaldl e (b liod) 3 Lad) (e Zyaldl clenil 3 5355 @1 Jolgadl e LT iyl Jolits o o (alil) laaiel] Bl Zunliedl culglill e JLacyl ®
Jazms Lo o liall alild dadais iy Bpatue 4l dd Oldae dsisly Glods 3929 (o a5 yladl R G (cbaztl de Al 486 Al 5ylell ISl
Sl o 381350 58 BuyJarll suidas
SLas¥1 e Aualyll Ly @ (5809 (B39l LTl g ¥l 5u3ais #o¥l s s 385e 399 Auatll (mias s (Alii Al mlidly gl slanl oy L)l Cngs @
bl 3llaie oo lEMall puas § Aalaill dlyudl cioad Uit  KPLs o 15Y) olidige «onabogdl 30 laS (golSadl s calalall 3Lz ha3) Jie Aleidd el dnas]!
e Uiy (eiadl) Lol cnladorll olo¥) sulae (@l clomall) Lulilatll Lebdlaze JolSy lasll sadas 95 oSJg (3155 SERVPERF eliie inlisgs @3 cale (S
Lin Yguio 0 (29 Ladls g lasll edasll

\_ W,

www.midocean.ae



MIDOCEA \

UNIVERSIT"F'

/—- alall g llaall § AuSomell ¢ g § dsalytd] Jeloes
~

AS LA Al B laSIl e ddl) us o Akl Sleaill Lboliyly LaesSL Tylas alaull o U] § Blyldl Sl Jlasl o3
o Lot 03l (5Sas il e (331 51 (L iy (Aelsad | (leLuad

Sl (Bl ) Aelas¥1) oo dola sglre Bue GiBLS @) Lulyullé (EaSal tolia e Auite Ll Slasid) peaz O ) LaSsmll pogin it Se@l jg4adll
Il Les ¢ Sobonsdl sda Byla| @iy i Jolis 090 lausedl Baga olid e cdas Lol (ol (Aulaiadl) claSIl ylan AagSadl 3,08,01 (Ao Ll AS,LaLI (A dlasd)
Lkl yae
(&Y padaiall el oW mlsl cnluliad! )IMS o Beasl Bagr it AaSexdl )i oF o> § Llalges LSondl pooliey @ludl by pue
Lo 61 ) alydl a3 o (S5« (Raenzll AS5LaLT ¢ ilyaadl dadaseal]
LeSo> (he £ 52 (29 codlolall 2t (Al cloasd! (g AP byl e e IS ) datad dogs (il Jgmilly Lz oSl oo (e Jlag¥l
Aoy duomy bozmd (29 (23,1 Jotlly Blate ¢ 5o (o dlydl (rasats @ (ST ool
onalosll AUl cnlel 2l adlas leiad] Aeyu Aodill aaas § Wlaall) Lold Cdlan LSzl Byl o o> AeSy> ilydige plasiol pue
Lo ¥ Alyll Bylats @1 (809 (pladly
Lol el 39> pwdt] S latll Loluddl wad (31 AaSgmdl Ty cle oW lo AalasHL ¢ LY oa o5 o] LS el ] ¢l Lol Ayl cali ple JSay

\_ W,

www.midocean.ae



MIDOCEA \

UNI‘U’EREIT"r‘l

— \

Jeletl| aele

Gl puslie ae Hamaio Lislay Lokl 535> olids cuald Aalyll) SERVPERF &y lai s g 3 ©

xo 3350 25 a3l iny Sl Badatll Jills Lele e sl Bleael o 1y AeS )l Houiel B35 Lasys o) Fayl) cAolall AaSyonll Boylas o5 3 ©
o] looiel] (ST Y

dadgill Lroga udy iloied) 8ol @udl e Alyd) 898 (o (M8 Loo Adad elol il y g pieiay of uliall @

B s Bras Sla5 ] 5 545 3 el 095 Losell B oluin (e 3Lare¥l caaST LY pumsll pans oy il Llas LT Lidog o 2yl @

\_ )

www.midocean.ae



MIDOCEAN

Thank You




