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Abstract

This study aimed to measure the quality level of ATM services,
using measurement model known as (servqual) that have famous five
dimensions, and used to measure the quality of traditional services,
(tangibility, reliability, Responsiveness, security and empathy). And
verification of the validity of this criteria to measure this kind of
service quality, and Identify the impact of ATM serves quality on
customer satisfaction.

The importance of this study is in theoretical addition literary to
the Library of the banking industry in this modern electronic services
type, it also has importance in practice field as a pioneer in application
of traditional measurement of the service model studies (servqual) to
measure the quality of electronic service. and the study was based on
two major hypotheses, the first one says (there is a statistically
significant relationship between quality of service and customer
satisfaction), and the second is (there are significant differences
between the quality of the actual perceived service and that which
expected by the Customers).

The data was analyzed through the (Statistical Package for the
Social Sciences) "SPSS" and included arithmetic mean, standard
deviations and an independent test. The study reached the following
conclusion: There is a positive correlation relationship between the
ATM’s service quality and customer satisfaction, as the study verified
the possibility and the ability of the model (Servqual) to measure
ATMs service quality, and confirm that there is a gap between actual
service quality and expected. And suggested several recommendations
including: encourage the most important research in this field, and
importance attention to quality from the customer perspective, and
make machines and rooms of ATMs more appropriate and safe.
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