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Abstract
In light of the competitive revolution between various

institutions in general and service institutions in particular, and
the administrative and organizational burdens placed on them,
especially in order to gain the confidence of their masses and
build their mental image of the institution, institutions need a
device to deal with customers by improving the mental image.
The study also dealt with the art of good dealing with
customers and its role in improving The mental image of the
institution, and the research problem was the importance of
dealing with customers and the impact of that good dealing in
the mental image of the institution, and the effect of effective
communication on improving the mental image of the
institution, and the availability of negligence on those in charge
of etiquette with the importance of improving the mental
image of the institution and the effect of customer satisfaction
on improving the mental image of the institution, and aims The
research aims to know the importance of applying the art of
etiquette in service institutions, to provide a contemporary
scientific vision for the institution in order to benefit from it in
improving the image of an institution with the external public,
and to benefit from future results in many banks. There is a
statistically significant relationship between good handling and

improving the mental image of the institution, while the second



hypothesis states that: There is a statistically significant
relationship between customer satisfaction and improving the
image of the institution, and one of the most important results
is that the employees of the bank are committed to good
behavior with customers, and the employees work to give a
positive image of the bank, and one of the most important
recommendations is the importance of applying the art of
dealing in daily life and that the bank adhere to accuracy in

provide information.
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