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ABSTRACT. This study aimed to measure the quality of the services provided by Egyptian Agricultural Cooperative Sector
from the viewpoint of beneficiaries using SERVPERF model, identify relative importance of the various aspects of quality
service the clients use, and recognize the effect of service quality on beneficiaries’ satisfaction. A questionnaire was used to
collect the data needed for this study through a sample of 238 respondents who were randomly chosen from two villages in
Sedi-Salem district, Kafrelsheikh Governorate. Data was analyzed using SPSS package (17) in order to obtain means, stan-
dard deviation, frequencies, correlation coefficients, and multiple regression analysis.

Findings indicated that the beneficiaries’ assessment of the actual service quality was negative, and clients gave se-
curity the highest rating in terms of importance while courtesy came second then reliability, responsiveness and tangibles
respectively. Results of the study also pointed that the level of beneficiaries’ satisfaction with the service was low quality. At
the same time the correlations showed that all dimensions of service quality (tangibles, reliability, responsiveness, security,
and courtesy) were positively related with the clients’ satisfaction. Results, moreover, indicated that the five independent
variables (dimensions of service quality) combined explained about 53.4 % of the variation in the degrees of clients’ satisfac-
tion. Three variables make significant unique contributions to the regression equation. These three variables were courtesy,
security, and responsiveness.

On the basis of these results, several recommendations could be suggested.



