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Abstract

The service quality is @ management tool which businesses currently have recognized its
importance for business success. This article aims to present ideas and forms of service quality
as well as the importance and principles of service quality by means of a literature review . It
will also outline the variables influencing service quality and suggest an instrument for
measuring it, particularly the SEVQUAL measure, in order for businesses to deliver the best

quality of services in order to sustain the highest customer satisfaction.
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