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Abstract:

This study aims to assess services quality in Algerian
insurance and reinsurance company LA CAAR Agency 310 Tebessa,
as perceived by customers, through using SERVPERF and its quality
five determinants (tangibility, reliability, responsiveness, empathy,
and assurance). The study included a sample of 50 of company’s
customers, and used a number of statistical methods of SPSS to show
and analyze study results then testing the study hypotheses.

The study found that the level of services quality is high in the
company which is committed to apply the five dimensions of
services quality, (it was found that there is a relationship of a very
high approval with regard to the dimensions: reliability, empathy,
and assurance, and a high percentage for: tangibility and
responsiveness).

Key-words: Quality, services quality, SERVPERF, insurance
services, insurance services’ quality.




