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    For Hellenic Bank, the use of SERVQUAL model has raised the following critics: 

     -  It has not taken into account personal information (gender, age, education) 

     -  No consideration for the type of customer (Depositor or borrower) 

     -  The length of the relationship between customer and the Bank is not taken into   

        consideration.         

   

   Despite the above critics in the banking industry, gap analysis has been accepted as a tool to 

measure current levels of service quality (Lewis 1991) although the points discussed earlier are 

applying also to this service setting. There have been a number of empirical studies that used 

SERVQUAL to evaluate service performance in the banking sector e.g. (Angur et al. 1999;  

Lee & Hwan 2005), hence it is possible to be used for assessing the quality gaps for Hellenic 

Bank. 

 

 

 

 

 

 

 

 

 

 

 

 
































































