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Abstract:

The objective of this study is to analyze service quality in Islamic Banks in
Palestine, and to investigate the SERVQUAL dimensions from the customers’
perspective.

The results indicate that there was a significant gap between Perceived and
Expected service in the five dimensions of service: Tangibles, Reliability,
Responsiveness, Assurance, and Empathy, which reflect low level of service quality
in Islamic Banks in Palestine and the need for service quality improvement.
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