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Abstract:

This study focused on identifying the quality of banking services and their
Impact on increasing competitiveness in the Algerian commercial banks in
general and the Algerian People's Loan Bank (Medea Agency) in particular. The
aim of this study was to define the quality of banking services, the
competitiveness of banks and the way they are acquired in the banking market.
To evaluate the customers of the Algerian commercial banks under
consideration for the quality of the banking services provided to them in terms
of their understanding of the level presented to them and to analyze the level of
each dimension of the quality of banking service in the Algerian commercial
banks, and to identify any B One of these dimensions is the most affected by the
competitiveness of Algerian commercial banks. This is to understand the impact
of the quality of banking services on increasing the satisfaction and loyalty of
customers and achieving satisfactory results for Algerian commercial banks. We
studied this effect according to the customers' In addition to using the
questionnaire tool. After testing the hypotheses related to the sample, we found
that there was a significant effect at (00.05) The quality of banking services
(sensitivity, reliability, responsiveness, safety, trust and empathy) to achieve the
competitiveness of Algerian commercial banks, and hence the relationship
between the quality of banking services and customer satisfaction, that the
quality of banking services affect the satisfaction of customers and thus increase

competitiveness Algerian commercial banks.

key words: Banking Service, Quality of banking service , Competitiveness,
Competitiveness , Algerian Popular Loan: Medea Agency.
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One-Sample Kolmogorov—Smirnov Test

Sl

NJ31
Mean | 3,6974
Std. Deviation | ,73398
Absolute | ,193

Most Extreme Differences Positive | ,103

Normal Parameters®®

Negative | -,193
Kolmogorov-Smirnov Z | 1,073
Asymp. Sig. (2-tailed) | ,200

a. Test distribution is Normal.

b. Calculated from data.
Dbl yolt O L) mile 1(3) 0By gele

A pal) Sledd B35 18 S il 1 La

Reliability Statistics

Cronbach's N of ltems
Alpha

,946 23
B! 3yl 331y g S il s )

Reliability Statistics

Cronbach's N of Items
Alpha

,841 8

LSS Ol O doms: 33!

Reliability Statistics

Cronbach's N of Items
Alpha

,956 31
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Correlations

155kl 26 )l ekl 45 Jall 55 lall 65 k! 2
A galall
Correlation o " . - -
o 1,000 577 ,540 ,376 ,275 ,481 , 702
Coefficient
15,k
Sig. (2-tailed) ,001 ,002 ,037 , 134 ,006 ,000
N|31 31 31 31 31 31 31
Correlation " . . -
- 577 1,000 ,362 ,240 377 ,225 ,632
Coefficient
25 lall
Sig. (2-tailed) | ,001 ,045 ,193 ,036 ,223 ,000
N|31 31 31 31 31 31 31
Correlation " . . . -
,540 ,362 1,000 ,640 ,394 ,208 717
Coefficient
3kl
Sig. (2-tailed) | ,002 ,045 ,000 ,028 ,261 ,000
N|31 31 31 31 31 31 31
Correlation . " - . -
o ,376 ,240 ,640 1,000 ,538 ,456 , 786
Spearman's Coefficient
45 )l
rho Sig. (2-tailed) | ,037 ,193 ,000 ,002 ,010 ,000
N|31 31 31 31 31 31 31
Correlation . . o -
- ,275 377 ,394 ,638 1,000 274 ,713
Coefficient
SSJL}’J‘
Sig. (2-tailed) | ,134 ,036 ,028 ,002 ,136 ,000
N|31 31 31 31 31 31 31
Correlation " . -
,481 ,225 ,208 ,456 274 1,000 ,592
Coefficient
65 kel
Sig. (2-tailed) | ,006 ,223 ,261 ,010 ,136 ,000
N|31 31 31 31 31 31 31
Correlation “ “ " " o o
o , 702 ,632 717 ,786 ,713 ,592 1,000
2 Coefficient
s saldll Sig. (2-tailed) | ,000 ,000 ,000 ,000 ,000 ,000
N|31 31 31 31 31 31 31

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

. Correlation is significant at the 0.05 level (2-tailed).
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Correlations

73)1.\’J| SEJLJ:J\ gﬁjhﬂ\ 103‘)\_\:J\ 113‘)\_\:J\ M.\Lu&:}” Az
Correlation . - -
o 1,000 ,617 ,034 ,507 ,216 , 742
Coefficient
75 kel
Sig. (2-tailed) . ,000 ,854 ,004 ,243 ,000
N 31 31 31 31 31 31
Correlation - - . -
o ,617 1,000 ,079 ,540 ,420 , 790
Coefficient
8}5‘)@\
Sig. (2-tailed) ,000 ,673 ,002 ,019 ,000
N 31 31 31 31 31 31
Correlation . .
- ,034 ,079 1,000 ,381 ,231 ,402
Coefficient
95 jlall
Sig. (2-tailed) ,854 ,673 ,035 212 ,025
N 31 31 31 31 31 31
Spearman'’s rho
Correlation ** - . . -
o ,507 ,540 ,381 1,000 ,396 ,830
Coefficient
108 b=l
Sig. (2-tailed) ,004 ,002 ,035 ,028 ,000
N 31 31 31 31 31 31
Correlation . . -
o ,216 ,420 ,231 ,396 1,000 ,624
Coefficient
115 L= ) )
Sig. (2-tailed) ,243 ,019 212 ,028 ,000
N 31 31 31 31 31 31
Correlation " - . - -
- 742 , 790 ,402 ,830 ,624 1,000
Coefficient
Halaie Y aa
Sig. (2-tailed) ,000 ,000 ,025 ,000 ,000
N 31 31 31 31 31 31

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

*_ Correlation is significant at the 0.05 level (2-tailed).
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Correlations

12600 [ 135l | 2145)ke) | 155 el [ ey o

Correlation Coefficient 1,000 624" 664" ,035 815"

125 el Sig. (2-tailed) ,000 ,000 ,850 ,000
N 31 31 31 31 31

Correlation Coefficient 624" 1,000 647" 115 ;793"

135 sl Sig. (2-tailed) ,000 ,000 ,536 ,000
N 31 31 31 31 31

Correlation Coefficient 664" 647" 1,000 -,045 762"

Spearman's rho 145 L=l Sig. (2-tailed) ,000 ,000 ,812 ,000
N 31 31 31 31 31

Correlation Coefficient ,035 ,115 -,045 1,000 407

155l Sig. (2-tailed) ,850 ,536 812 ,023
N 31 31 31 31 31

Correlation Coefficient 815" 793" 762" 407 1,000

Alaiay) o Sig. (2-tailed) ,000 ,000 ,000 ,023

N 31 31 31 31 31

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

*_ Correlation is significant at the 0.05 level (2-tailed).
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Correlations

165 ) 175,L=0) 185 )l 10 el | &5 Gl aag

Correlation Coefficient | 1,000 456" ,080 432" 643"

165 s Sig. (2-tailed) ,010 ,669 ,015 ,000
N 31 31 31 31 31

Correlation Coefficient | 456 1,000 551" 605" 868"~

175 ) Sig. (2-tailed) ,010 ,001 ,000 ,000
N 31 31 31 31 31

Correlation Coefficient ,080 551" 1,000 409" 593"

Spearman's rho 185 Ll Sig. (2-tailed) ,669 ,001 ,022 ,000
N 31 31 31 31 31

Correlation Coefficient | 432" 605" 409" 1,000 833"

195 sl Sig. (2-tailed) ,015 ,000 ,022 ,000
N 31 31 31 31 31

Correlation Coefficient | ,643" 868" 593" 833" 1,000

adl s gLl Sig. (2-tailed) ,000 ,000 ,000 ,000

N 31 31 31 31 31

*, Correlation is significant at the 0.05 level (2-tailed).

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

205 )Ll 215 bl 225 )l 235 kel alalail) 2ay

Correlation Coefficient 1,000 516" 532" 602”7 774"

20 Ll Sig. (2-tailed) ,003 ,002 ,000 ,000
N 31 31 31 31 31

Correlation Coefficient 516" 1,000 699" 749" 878"

215 el Sig. (2-tailed) ,003 ,000 ,000 ,000
N 31 31 31 31 31

Correlation Coefficient 532" 699" 1,000 691" 829"
Spearman's rho 225 Ll Sig. (2-tailed) ,002 ,000 ,000 ,000
N 31 31 31 31 31

Correlation Coefficient 602" 749" 691" 1,000 ,901"

235 Ll Sig. (2-tailed) ,000 ,000 ,000 ,000
N 31 31 31 31 31

Correlation Coefficient 774" 878" 829" 901" 1,000

calalal) ay Sig. (2-tailed) ,000 ,000 ,000 ,000

N 31 31 31 31 31

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

245 2l 255 L) 265 L) 275 )kl | Gl Ly g

Correlation Coefficient | 1,000 566" 466" ,348 657"

245 )l Sig. (2-tailed) ,001 ,008 ,055 ,000
N 31 31 31 31 31

Correlation Coefficient | ,566 1,000 545" 651" 808"

255 Ll Sig. (2-tailed) ,001 ,002 ,000 ,000
N 31 31 31 31 31

Correlation Coefficient | 466~ 545" 1,000 668" 869"

Spearman's rho 265 L=l Sig. (2-tailed) ,008 ,002 ,000 ,000
N 31 31 31 31 31

Correlation Coefficient 348 651" 668"~ 1,000 857"

275 )l Sig. (2-tailed) ,055 ,000 ,000 ,000
N 31 31 31 31 31

Correlation Coefficient | ,657" 808" 869" 857" 1,000

Gl Lay o Sig. (2-tailed) ,000 ,000 ,000 ,000

N 31 31 31 31 31

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

150




GO A

AU Yy g Sl oy S Bl et il 1(10) W3y ke

Correlations

285 )Ll 295 jluall 305 Ll 315 )Ll Ol Y g an
Correlation Coefficient | 1,000 833" 292 665" 866
285 Ll Sig. (2-tailed) ,000 111 ,000 ,000
N 31 31 31 31 31
Correlation Coefficient | 833" 1,000 ,193 629" 824"
295 Ll Sig. (2-tailed) ,000 ,299 ,000 ,000
N 31 31 31 31 31
Correlation Coefficient 292 ,193 1,000 485" 589"
Spearman's rho 308kl Sig. (2-tailed) 111 ,299 ,006 ,000
N 31 31 31 31 31
Correlation Coefficient | ,665 629" 485" 1,000 861"
315 ksl Sig. (2-tailed) ,000 ,000 ,006 ,000
N 31 31 31 31 31
Correlation Coefficient | ,866 824" 589" 861" 1,000
Gl oY 2 Sig. (2-tailed) ,000 ,000 ,000 ,000
N 31 31 31 31 31

**_Correlation is significant at the 0.01 level (2-tailed).
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calall
Cumulative
Frequency Percent | Valid Percent
Percent
K3 17 54,8 54,8 54,8
valid 14 45,2 45,2 100,0
Total 31 100,0 100,0
ead)
Cumulative
Frequency Percent Valid Percent
Percent
45 30 0o B8 Y 2004 5 16,1 16,1 16,1
4w 40 e B 1 30 o0 13 41,9 41,9 58,1
Valid 4. 50 ge 8 N 40 o« 8 25,8 25,8 83,9
4w 50 (e S 5 16,1 16,1 100,0
Total 31 100,0 100,0
(& Fhisall
Cumulative
Frequency Percent | Valid Percent
Percent
Jau s 4 12,9 12,9 12,9
e OsS 1 3,2 3,2 16,1
Valid @58 13 41,9 41,9 58,1
EERIES 13 41,9 41,9 100,0
Total 31 100,0 100,0
gk gl
Cumulative
Frequency Percent | Valid Percent
Percent
il 5 30 96,8 96,8 96,8
Valid el 1 3,2 3,2 100,0
Total 31 100,0 100,0
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GO A

One-Sample Statistics

N Mean Std. Deviation | Std. Error Mean
5kl 31 3,90 ,790 ,142
25l 31 4,00 1,065 ,191
35kl 31 3,97 1,110 ,199
45 )Ll 31 3,97 1,110 ,199
55 )l 31 3,55 1,287 ,231
65 kel 31 4,10 ,944 ,169
A salall 2ay 31 3,9140 ,74520 ,13384
One-Sample Statistics
N Mean Std. Deviation | Std. Error Mean
75kl 31 3,48 1,180 ,212
85l 31 3,74 ,999 ,179
o el 31 4,32 , 702 ,126
105 k) 31 3,65 1,226 ,220
115 k=l 31 3,84 1,068 ,192
Apdlaic Y e 31 3,8065 ,72935 ,13100
One-Sample Statistics
N Mean Std. Deviation | Std. Error Mean
125 el 31 3,81 1,223 ,220
136 kel 31 3,74 1,182 ,212
145 5Ll 31 3,65 1,082 , 194
155 )Lall 31 3,35 1,279 ,230
AlainY) 2 31 3,6371 ,84123 ,15109
One-Sample Statistics
N Mean Std. Deviation | Std. Error Mean
163 kel 31 3,87 1,056 ,190
175 )kl 31 3,87 1,088 ,195
185l 31 3,81 ,910 ,163
195 )Ll 31 3,55 1,091 ,196
A8 5 pl¥) any 31 3,7742 ,78887 ,14168
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One-Sample Statistics

N Mean Std. Deviation | Std. Error Mean
205 Ll 31 3,55 1,150 ,207
215 )kl 31 3,48 1,180 ,212
225 jLall 31 3,81 1,276 ,229
236kl 31 3,35 1,170 ,210
akalail) 22y 31 3,5484 1,01329 ,18199

B! 8yl 8315 j92 SN ol foedl il 1(13) o3y ke

One-Sample Statistics

N Mean Std. Deviation | Std. Error Mean
245 )l 31 4,06 ,998 179
255 )l 31 3,97 1,080 ,194
265 Ll 31 3,52 1,122 ,201
275 31 3,58 1,119 ,201
O3 L) 22 31 3,7823 ,89383 , 16054

One-Sample Statistics

N Mean Std. Deviation | Std. Error Mean
285 jLall 31 3,58 1,148 ,206
295 )Ll 31 3,65 1,170 ,210
305kl 31 3,35 1,142 ,205
315kl 31 3,10 1,300 234

O oY 5 2 31 3,4194 ,92733 ,16655
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Model Summary

Model R R Square Adjusted R Std. Error of the
Square Estimate
1] ,886° , 7184 77 42211
48 yadll daadll 328 ) aea. Predictors: (Constant),
ANOVA?
Model | Sum of Squares df Mean Square F Sig.
Regression | 18,801 1 18,801 105,515 ,OOOb
Residual | 5,167 29 , 178
Total | 23,968 30
0l Lay . Dependent Variable:
48 padl derdll 2252 ) saab. Predictors: (Constant),
Coefficients®
Model | Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) | -,143 ,390 -,366 717
4 el deadll 32 )ma] 1,051 ,102 ,886 10,272 ,000

Ozl Ly 2ua, Dependent Variable:

PP sY99 dd bl Sledd B39 Ly Jard! SV jls) Ll il (15) 0By 3oeke

Model Summary

Model R R Square Adjusted R Std. Error of the
Square Estimate
1] ,542° ,294 ,270 ,79243
48 yadl 2l 32,2 ) saea. Predictors: (Constant),
ANOVA?
Model | Sum of Squares df Mean Square F Sig.
Regression | 7,588 1 7,588 12,084 ,002b
Residual | 18,210 29 ,628
Total | 25,798 30

OV Y5 2a. Dependent Variable:

44 paall daxdll 5358 ) sasb. Predictors: (Constant),
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GO A

Coefficients®

Model | Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) | ,926 731 1,266 ,216
. b yad) deadll 33 )sae ] ,667 ,192 ,542 3,476 ,002

Model Summary

us ) Y5 2@, Dependent Variable:

L) Byl 8339 48 pall Sleddt 834 (L) JIAEYY Jlast S L 1 (16) W3y el

Model R R Square Adjusted R Std. Error of the
Square Estimate
1] ,827° ,685 674 44674
48 padll 2aadll 3252 ) saea. Predictors: (Constant),
ANOVA?
Model | Sum of Squares Df Mean Square F Sig.
Regression | 12,569 1 12,569 62,981 ,OOOb
1 Residual | 5,788 29 ,200
Total | 18,357 30
dpdll) 3,30 ) saea, Dependent Variable:
48 padl derdll 2252 saab. Predictors: (Constant),
Coefficients®
Model | Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) | ,392 412 ,950 ,350
A paall desdll 3358 )saa ] 859 ,108 ,827 7,936 ,000

4l 3 il ) mea. Dependent Variable:

(S a9 7SI abl gl p151 1(17) o3y ke
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