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Abstract:;

The aim of this study is to identify the role of banking service quality in
improving customer satisfaction at the Local Development Bank -Berroughia
Agency. In order to achieve the study objectives, a questionnaire was distributed
to a sample consisting of 100 customers of the Local Development Bank - Al-
Barwaghia Agenc, out of the distributed questionnaires, 83 were retrieved and
deemed suitable for analysis, while 17 questionnaires were excluded due to
various reasons and were not included in the analysis. Statistical methods were
used, and the data was processed using the statistical package software (IBM
SPSS V24) to test the study hypotheses.

The study results indicate a statistically significant impact of banking service
quality on customer satisfaction at the Local Development Bank -Berroughia
Agency. Additionally, the study found a statistically significant effect of the
dimensions of banking service quality (Dependability, responsiveness and
empathy). Whereas for the two dimensions ((tangibility and security), no
statistically significant effect was found for the dimensions of banking service
quality on customers’ satisfaction at the bank under study.

Key words: Banking services quality, Banking service, the quality, customers
satisfaction, Local Development Bank
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https://ar.wikipedia.org/wiki/%D9%83%D8%A7%D8%B1%D9%88%D9%84%D8%A7%D9%8A%D9%86%D8%A7_%D8%A7%D9%84%D8%B4%D9%85%D8%A7%D9%84%D9%8A%D8%A9
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i)
Frequency Percent Valid Percent Cumulative Percent
SA 56 67,5 67,5 67,5
il 27 32,5 32,5 100,0
Valid
Total 83 100,0 100,0
ABM SPSS.V24 w2 e slazsVU : ydaall
A o Bty B 3131 a5 :(02) (3 goell
aadf
Frequency Percent Valid Percent Cumulative Percent
JEl (e 30 4w 23 27,7 27,7 27,7
= 30 40 32 38,6 38,6 66,3
Vali

q =40 SN 50 das 14 16,9 16,9 83,1
SSH (4e 50 dis 14 16,9 16,9 100,0

Total 83 100,0 100,0

ABM SPSS.V24 ez e slazsVL 1yl
(o) Sgrad) o Llyldl A 3130 35 :(03) o3y el
sl (s ghaall

Frequency Percent Valid Percent Cumulative Percent
il e s 55 17 20,5 20,5 20,5
5 15 18,1 18,1 38,6
Valid Ll 20 24,1 24,1 62,7
ol i i 31 37,3 37,3 100,0

Total 83 100,0 100,0

IBM SPSS.V24 ol J& SlezeYU :).x.al\
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gl o Aty B 31 31 a3yg5 :(04) o3 Goell

Lgal)
Frequency Percent Valid Percent Cumulative Percent
Juelsa 25 30,1 30,1 30,1
ks e g Uailly Galil) 12 14,5 14,5 44,6
Valid b se gUasll olall 33 39,8 39,8 84,3
e Eia 13 15,7 15,7 100,0
Total 83 100,0 100,0

IBM SPSS.V24 oz e SlazeVU :)-\-.ai\

o gia JaAl) (g gl
Frequency Percent Valid Percent | Cumulative Percent
= 18.000z- - 30.000z- 3 3,6 3,6 3,6
= 30.000z- - 40.000z- 14 16,9 16,9 20,5
Valid < 40.000z- -¢) 50.000z2 37 44,6 44,6 65,1
z350.000 o S 29 34,9 34,9 100,0
Total 83 100,0 100,0

IBM SPSS.V24 wiwz e sluzeVl, : pbual
Fulyld) 3139 Buaally Ll SVuas gl 1(06) o3y el

Reliability Statistics
Cronbach's Alpha N of Items
147 3
Reliability Statistics
Cronbach's Alpha N of Items
,603 3
Reliability Statistics
Cronbach's Alpha N of Items
,763 3
Reliability Statistics
Cronbach's Alpha N of Items
,795 3
Reliability Statistics
Cronbach's Alpha N of Items
, 740 3
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Reliability Statistics

Cronbach's Alpha N of Items
,923 9
ABM SPSS. V24 stz e slazeVL 1yl

Agalezs ) day Ok G Gl 1(07) 03y sl

Correlations

iy arall 8@y | dEh e o Jzadl cileadl)
Pearson Correlation 1 ,804™ ,861" , 789"
ipalaey) Sig. (2-tailed) ,000 ,000 ,000
N 83 83 83 83
_ ) . _ Pearson Correlation ,804™ 1 ,608™ 436"
ey 8k 9o o paall aadiy Aaadll 4 ) )
) Sig. (2-tailed) ,000 ,000 ,000
g8 g dasall
N 83 83 83 83
Pearson Correlation ,861™ ,608™ 1 475"
Aray G peaddl A8 e e ik
Sig. (2-tailed) ,000 ,000 ,000
A5 s
N 83 83 83 83
Pearson Correlation ,789™ 436" 475" 1
o 58 Cijeaall apily Juad) cilasdl)
Sig. (2-tailed) ,000 ,000 ,000
Dl aiuly
N 83 83 83 83

**_Correlation is significant at the 0.01 level (2-tailed).
ABM SPSS.V24 w2 e slaxeVU :jaall
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s golll s gL G Bl 1(08) o3y goull

Correlations

o galal) [ ey silh g o paaall st sal Capaall 488 el Qe
seba a3V [ @l el Glandl s Aaal) | o eaall Gaes
Sl
Pearson o " »
. 1 ,600 ,781 ,842
Correlation
A salall
Sig. (2-tailed) ,000 ,000 ,000
N 83 83 83 83
Pearson
] ,600™ 1 243" 277
_ ) Correlation
by 53l se o peadll jeliay Gua G _ i
Sig. (2-tailed) ,000 ,027 ,011
N 83 83 83 83
Pearson ) .
B ] ,781" ,243" 1 481"
DS Al G puadl 488 @l jeadll wladl s Correlation
Al Sig. (2-tailed) ,000 ,027 ,000
N 83 83 83 83
Pearson . . "
] ,842 277 ,481 1
Correlation
Jedaall alall o jemall Jren Clda
Sig. (2-tailed) ,000 ,011 ,000
N 83 83 83 83

**_Correlation is significant at the 0.01 level (2-tailed).

*, Correlation is significant at the 0.05 level (2-tailed).
ABM SPSS.V24 w2 e slaxeVU :jaall
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A d Sl dh Gl Bl 1(09) o3y sl

Correlations

LY | el Cauadll 48 ey sibhga ash Cayaall 2,00
hadel ablee e | Cipaall Wiy b | mpud) e gaes
de) ga i 4ok 22355 522 Lusall O sl (5 oS

gl dasal) Jaeall Ly Y
Pearson Correlation 1 ,828™ ,860™ ,786™
laiy) Sig. (2-tailed) ,000 ,000 ,000
N 83 83 83 83
=) Gadl 8l 8 3e) 4De  Pearson Correlation ,828" 1 597" 422"
0e e ga aad alledd 8 il Sig. (2-tailed) ,000 ,000 ,000
2asall N 83 83 83 83
Pearson Correlation ,860™ 597" 1 ,541™
Sig. (2-tailed) ,000 ,000 ,000
saeluall Jpaall
N 83 83 83 83
Pearson Correlation ,786™ 422" ,541™ 1
pofy a3l g el o aes . )
Sig. (2-tailed) ,000 ,000 ,000
Ol i (5 9SG 5 45 ae
N 83 83 83 83
**_Correlation is significant at the 0.01 level (2-tailed).
ABM SPSS.V24 w2 e slazsVL ¢yl
LY day Sk G Bt 1(10) o3, ol
Correlations
ey a5l Copadl | a5 bl el YL
O OsS lead daall [ Gl e OliadaYl  xie
A (e sl Aa 05 8 (e el e (siha 5
A yad) oY o padll
Pearson Correlation 1 ,801" ,883" 841"
S Sig. (2-tailed) ,000 ,000 ,000
N 83 83 83 83
Pearson Correlation ,801™ 1 ,560™ A67™
ua);ﬂﬁ‘)\.\} g_i‘)mnn u‘ U)SSQLA.\;
‘ Sig. (2-tailed) ,000 ,000 ,000
e Meadl A& (e £UaaY)
N 83 83 83 83
Pearson Correlation ,883™ ,560™ 1 ,661™
5 elall & Capaall e da
K Sig. (2-tailed) ,000 ,000 ,000
B8 e Ayl Yl
N 83 83 83 83
Pearson Correlation ,841™ ABT™ ,661™ 1
el el ekl 5 die Lalat aa
. " Sig. (2-tailed) ,000 ,000 ,000
N 83 83 83 83

**_Correlation is significant at the 0.01 level (2-tailed).

ABM SPSS.V24 w2 L slazsVU : yiaall
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LAbledl day Ok 3 Gualt (1) 4By 3ol

Correlations

alalal) plez il sa (o puadll wany sibhsa ey 58k ga
Llaia) Lala 0S5 Jiee | Gl e i yaall d8LIL
alaia¥! Lilalay s Alaleall
s s gl EY PRI
eDlaall a8 5
aed ool
Pearson Correlation 1 , 796" ,853" , 798"
Calaladl) Sig. (2-tailed) ,000 ,000 ,000
N 83 83 83 83
Pearson Correlation , 796 1 ,609™ 424"
g sl e i jemall Lalaial Lials JS
Sig. (2-tailed) ,000 ,000 ,000
e
N 83 83 83 83
} ) Pearson Correlation ,853" ,609™ 1 470"
e sk ge i padll e HlaaY) _ i
Sig. (2-tailed) ,000 ,000 ,000
Lilalay oy 5 Leinlil
N 83 83 83 83
ey ik ge (o padll BN e s Pearson Correlation ,798" 424 470" 1
Alalaal) JLEY 15 3all leall 55 Sig. (2-tailed) ,000 ,000 ,000
peds b N 83 83 83 83

**_Correlation is significant at the 0.01 level (2-tailed).
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& Slaall

¢ Slaall

a5 Ciyeaal) L s Zuliy cilals
e 5 drend!

Joaiiy

Jalai g i yomall 3ia iy Jisha

Yy 5 o s

ey

Jatun g3ls g0 (o yeaall ¢Nand)
Yhgin) fas sl aalia

?ﬁng\&swkﬁh\jj

e laaal) G_J\ Aé_.ﬁju’\\.l
Glthata e g 435kae

) UYL G Jalaill aa
Capadll

il iy o EY) claaY) 5 Jalell
&e i padll

u;\kfa\)unuuhk_ﬂ)maﬂ

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation
Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

83
,807"
,000
83
,805™
,000
83
,829™
,000
83
,574™
,000
83
,702™
,000
83
,794™
,000
83
,866™
,000
83
,865™
,000
83
,839™

,000

83

ABM SPSS.V24 w2 e slazsVU : yaall
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Aualyld) il mlalidlg 1Y SBlatas (13) 143y el

Statistics
Aaldie Yl | A salall Laiuyl ¥l Calalasll Slanll 33 5all
Valid 83 83 83 83 83 83 83
N Missing 0 0 0 0 0 0 0
Skewness -1,371| -1,242 -1,849 -1,699 -1,826 -1,918 -2,095
Std. Error of Skewness ,264 ,264 ,264 ,264 ,264 ,264 ,264
Kurtosis 2,405 1,958 5,043 4,059 5,250 3,366 5,541
Std. Error of Kurtosis ,523 ,523 ,523 ,523 ,523 ,523 ,523

ABM SPSS.V24 w2 e slazsVL : ydaall
Bl yld) dige 3131 Dby ) LRV g djlaalt SO AN Byl Sllaw gl ((14) o3y golll

Ad bl Ol 554> slal j2 Olgle 8

Statistics
LaieY) | el sl e Cogeaall waihy | any Cpemall A Ale (e | asiy G jeaall apiily Juadl cileadl)
Aaaall & L g aaadl) ERVAPE, NS el
Valid 83 83 83 83
N Missing 0 0 0 0
Mean 4,0966 4,0361 4,0843 4,1687
Std. Deviation ,69666 ,59358 ,76835 ,72950
Statistics
L salall oehy il ge B padll A58 ) Gpadl S| ehadl sl G aall dres Gl
ey s 3 Gl agadll Glanall g daal)
Valid 83 83 83 83
N Missing 0 0 0 0
Mean 4,1526 4,3614 3,9277 4,1687
Std. Deviation ,67666 ,53141 ,67685 ,82372
Statistics
EEESN =l Cad Bl 4| ey sl Gl Wil |6 iy el 0l gl e
2dlel 4Blee (e ael g (b @i BacLusall Jpenll e Ol sl 5 G 5 4Dl
JTE P DR IR WO |
Valid 83 83 83 83
N Missing 0 0 0 0
Mean 3,8835 3,8675 4,0482 3,7349
Std. Deviation ,80433 ,85213 , 77936 ,78218
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Statistics
gy Ui bl Gl o | Bleleall 8 Copeaall | el GlaYU ek 5 aie ales
0585 clead oMl A | e a3 5 08 e Ayl & sl se o adll
e edadly) AP
Valid 83 83 83 83
N Missing 0 0 0 0
Mean 44779 4,2289 4,6386 4,5663
Std. Deviation ,618 ,61138 ,63588 ,60873
Statistics
bl | g sl s o eaddl Lilaia) | (a ey il ge o peadll iy 5l 5 ) AL
Lala 06 duee Sle alaa¥l Lilalay Cpmn g Alalaal) JLELaY) 5 uall
s Ll e eall a5 5 agd s ks
Valid 83 83 83 83
N Missing 0 0 0 0
Mean 4,0883 3,8434 4,0361 4,3855
Std. Deviation ,662 ,55176 ,70617 , 72971
Statistics
53 5l dpalaie Y Hgas salall Alaiay) ) Calaladll
Valid 83 83 83 83 83 83
N Missing 0 0 0 0 0 0
Mean 4,1397 4,0966 4,1526 3,8835 4,4779 4,0883
Std. Deviation ,6912 ,57152 ,51506 ,66347 ,52108 ,54121

ABM SPSS.V24 wiejz e slaeVU :jaall
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Bl yd) B 3131 Sy ) 2219 djlaalt SB1 £V 19 Bl Sllawgdl ((15) oy goelll

LMol Loy 95 Chls e

Statistics
el | ashy Co el pst | Jebiiae| A Jaioy Ay il a8l il paal
Slala Opaty | decdy | &S | Gadll ie gana & <Yl o paall
ale s Wlaad | Jash Y| ekl ¢ aal) ie gila Jalaill | BaaYl
aesd) Dol [ e 5 A Grm | Yl b | Axd g5 (0 & | e dalaill
oyl ke ) WA Gleadld) o paall &
clals
Gilallia g
43 ac
Valid 83 83 83 83 83 83 83 83 83 83
N Missin
0 0 0 0 0 0 0 0 0 0
g
Mean 4,0776 4,0120| 3,9157 | 4,2169 | 3,6988| 4,0361| 3,9880( 4,4819] 3,9759 4,3735
Std. Deviation , 712977 ,67162 | ,66635] ,95059 | ,63888| ,59358| ,68954|,77083|,81114 , 76047

ABM SPSS. V24 ez e slasVL 1yl

135




el Loyg 48 el Cladd-l 3392 o bLgyY) ddsiues :(16) ‘.3) gl

Correlations

Seadl | Alae¥) | peldl Laiuyl el Cabalall 33 pall
Pearson Correlation 1 7427 ,685™ 817" ,610™ ,795™ ,890™
& Slaall Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000
N 83 83 83 83 83 83 83
Pearson Correlation 742" 1 ,596™ ,570" ,499" ,564™ ,784™
lkiey)  Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000
N 83 83 83 83 83 83 83
Pearson Correlation ,685™ ,596™ 1 ,637" ,534™ ,614™ ,813™
A saldll Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000
N 83 83 83 83 83 83 83
Pearson Correlation 817" ,570™ 637" 1 ,539™ ,780™ ,870™
LYl Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000
N 83 83 83 83 83 83 83
Pearson Correlation ,610™ ,499™ ,534™ ,539™ 1 ,656™ 773™
Y Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000
N 83 83 83 83 83 83 83
Pearson Correlation , 795" ,564™ ,614™ ,780™ ,656™ 1 ,878™
alalaill Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000
N 83 83 83 83 83 83 83
Pearson Correlation ,890™ , 784" ,813™ ,870™ 7737 ,878™ 1
53 5l Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000
N 83 83 83 83 83 83 83
**_Correlation is significant at the 0.01 level (2-tailed).
ABM SPSS.V24 w2 e sl : ydaal
i 1 o ) Jl1 s 2(17) 3y Gl
Coefficients?
Model Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) -4,625 2,364 -1,956 ,054
53 5l ,665 ,038 ,890 17,587 ,000

a. Dependent Variable: sl
IBM SPSS.V24 ol J& SlezeVU :).x.al\
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Coefficients?

il Sl ) et il (18) b3y 3ol

Model Unstandardized Coefficients Standardized Sig.
Coefficients
B Std. Error Beta
(Constant) -1,769 2,502 -, 707 ,482
daldic ) ,981 ,197 ,323 4,975 ,000
s salall ,291 ,235 ,086 1,236 ,220
EEES ,938 ,217 ,359 4,331 ,000
oY) ,150 ,222 ,045 677 ,500
ol ,802 ,281 ,250 2,849 ,006

a. Dependent Variable: ¢l
ABM SPSS.V24 sie 2 s slazsVU 1yl
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