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Abstract

The research examined the effect of application of banking services
quality on realizing customer’s satisfaction. The research problem was to
identify the influence and relation trend between the banking services
quality and customer satisfaction as well as the relation between tangible
banking services and customers satisfaction. It was also concerned with
the influence and relation customer’s satisfaction and depending on the
services provided by the bank and how to identify the relation between
customer’s satisfaction and bank’s response.

The significance of the research is to provide banks with scientific
solutions for improving their services quality to gain customers
satisfaction and help the bank administration to improve and develop
quality services in order to maintain their competitive position.

The research was a field work study conducted on a sample from
customers of Savings and Social Development Bank.

The descriptive analysis approach was used to illustrate the
theoretical aspects of the research subject.

The following hypotheses were tested to achieve the research
objectives.

The first hypotheses relates to the positive correlation between the
tangible banking services and customers satisfaction.

The 2nd hypoth.: There is a correlation between the customer’s
satisfaction and depending on the services provided by the bank.

The 3rd hypoth. : There is a significant correlation between
customer’s satisfaction and bank’s response.

The findings are as follows:

The bank should be committed to perform work during the official
time and the banks staff should consider customers problems by
providing reasonable solution. Also, the administration should be serious
to provide the proper services from the first time.

Referring to the conclusions, the research has provided a number of
recommendations such as:

The bank should provide services and other work at short time so
as to avoid customer’s crowdness.

It is also recessary to control the waiting time during services
process and give more consideration and quick response to customers
complains by providing solutions in order to maintain customer’s
satisfaction.
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