
Examining Ser vice  Q ual i t y  For  Is lamic Banks In 
Eg ypt

Purpose: Although a  great  number of  research studies  for  ser v ice  qual i t y  take place  in the context  of 
developed countr ies , the s imilar  s tudies  in  the context  of  developing countr ies  l ike  in Eg ypt  are  l imited. 
The purpose of  this  s tudy i s  to  modify  a  ser v ice  qual i t y  sca le  for  measur ing the per formance of  Is lamic 
Banks in Eg ypt  us ing the SERVQUAL mult i- i tem scale  af ter  adapt ing i t  to  f i t  the Eg yptian culture. 
Research des ign: The popular  mult i- i tem scale  of  measur ing ser v ice  qual i t y  used in this  s tudy i s 
SERVQUAL (developed and modified by Parasuraman et  a l .1985, 1988, 1991,1994) . Q ual i tat ive  research 
in the form of  focus  groups was conducted to modify  the SERVQUAL scale  to  f i t  the Eg yptian Is lamic 
banking culture. Three focus  groups were conducted with managers  and employees  working in Is lamic 
banks. Fur thermore, a  convenience sample of  30 Is lamic bank c l ients  was  sur veyed in order  to  measure 
the re l iabi l i t y  and val idi t y  of  the new SERQUAL dimensions der ived from the focus  groups conducted.   
F indings : Transcr ipt ions f rom the 3 focus  groups were analyzed us ing ini t ia l  and focused coding 
techniques .  Explorator y  and factor  analy t ic  techniques  were used to explore  the dimensional i t y  of  the 
sca le. The study developed 22 statements  for  measur ing the f ive  di f ferent  dimensions of  ser v ice  qual i t y 
in  Is lamic banks that  inc luded: tangibles , re l iabi l i t y, responsiveness , Empathy, Assurance and two new 
dimensions of  t rust  and Shar iah- compliance.  
Research Implicat ions : Af ter  the 25th of  Januar y revolut ion, there  has  been a  s ignificant  r i se  of 
Is lamic banking and finance in Eg ypt . However, this  t rend is  s t i l l  considered in i t ' s  growth stage in 
Eg ypt  compared to other  countr ies  speci f ica l l y  in  the Gulf  and par ts  of  Europe where Is lamic f inance 
and banking is  ver y  wel l  establ i shed and understood amongst  vast  amounts  of  both Musl ims and non 
Musl ims. Thus understanding points  of  weakness  and strengths  through analyzing the SERVQUAL scale 
dimensions i s  essent ia l  for  Is lamic banks as  wel l  as  the percept ions of  current  c l ients  about  the ser v ice 
qual i t y  del ivered by such banks.  This  paper  shows that  the SERVQUAL af ter  modificat ions  i s  va l id 
and re l iable  in  the banking industr y  in Eg ypt . Based on this  s tudy and other  s tudies  c i ted, i t  appears 
that  future  research on Ser vice  Q ual i t y  should involve  the development of  industr y  speci f ic  measure  of 
ser v ice  qual i t y. 
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