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Abstract:

This study is concentrate on one of essential subjects in banking
business and that is measurement of banking services’ quality.

Measurement of banking services’ quality can be managed by
acknowledgement of its competitive position in Sudanese banks
community in order to improve its quality standards which let it
achieve stability and continuity for services provided.

Also this study highlights the importance for managements to
classify banks customers into categories with common characteristics,
hence it will facilitate the development or make-up bank services to fit
needs of each category. In order to achieve this aim, it is the Sudanese
banks responsibility to improve the quality of banking services by
including successful programs and plans to diversify and develop these
services to rise up to costumers expectations and aspirations.

The researcher intends to highlight the concept of banking
marketing with it’s content elements in general, study of banking
services supplied by Sudanese banks, quality of these services and to get
to know of positive & negative factors that affect the rendering of
banking services as required, which lead to a source of data base in
which could be helpful for Sudanese banks’ managements to
understand customer’s aspects in available banking services and taking
the necessary steps to rectify deficiencies, which will keep, for banks,
the recent customers and attract new ones, which lead to increase the
banks market share.

The researcher came up with the following observations:

1. Bank staffs don’t know how to show tact, sympathy and friendship
to all customers, which let some of them feel negligible.

2. Some of the commercial banks fail to render their banking services
on- time and with accuracy that satisfies customers needs and
ambitions.

3. Sudanese Commercial banks do not take enough consideration to the
physical side relating to banking services such as bank location,
bank’s hall facilities, and employees’ appearance.



The researcher came up with some recommendations:

. The necessity of depending on modern marketing techniques and
guidance in dealing with customers.

. Segmentation of the market for banking services according to
customers demographic features.

. The necessity to train commercial banks employees to increase
efficiency.

. The necessity to train the employees to show tact, sympathy and
friendly spirit to all customers.

. The necessity of availability of parking where the bank is located.
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