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Abstract

The aim of our research is to focus on the need to raise the level of
performance quality in the method wused to provide bank services through
employees and work to apply the principles and concepts of behavioral and ethical
values for the profession on the one hand, in addition to trying to develop the
performance of service providers, specifically employees in the front row in
providing banking services, which is achieved on the other hand, quality and
performance, In addition to trying to highlight the main points that must be taken
in order to improve and develop banking services provided to customers and work
to increase the quality of banking services. The questionnaire method was used by
distributing it randomly to the study sample, and 40 questionnaires were
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distributed, according to the simple random sampling method, and the study was
completed and the results were generalized to the research community. A number
of important results have been reached as follows:

1. There is a statistical significance of the dimensions of quality on

competitiveness (tangibility, reliability, safety, responsiveness, empathy) in
terms of customer satisfaction.

2. Training the bank's employees and developing their skills to provide the
banking service within the specified time perfectly and correctly the first
time.

3. The bank's employees have a good appearance and good dealings that lead
to attracting customers.

Keywords: quality, banking services, competitiveness.
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13— Cplalal) 14 — el | 15 — agagdalail [ 16 — & Lala
Cipadl oSa | GWYL die Jaladl) | 1Y) Zadl ages | llers Copuadll
G55l age e Cipadll Q| Aulala cplalal
Cipaal Gib) 2 Jalaill s
i peaaall.
Valid 40 40 40 40
N Missing 0 0 0 0
Mean 2.90 2.95 2.93 2.80
Std. Deviation 1.257 1.339 1.309 1.305
Minimum 1 1 1 1
Maximum 5 5 5 5
1.339 (glaae i) dilss S e Lad )l 852l 35m aleon Lacsgia el )
(2 L) Cipeaall ey Capenall g Jalail) die GLYL sl )
: Cadalal) 353 CaliaiY) g dleead) Cllacgiall Joaall jelas Calaledl) ae
Statistics
17 = iy 18 — Gipadll [ 19 — alea gl | 20 = &y
Cipadl lele | dndle) dala | Gobad | Grad) Sl
Jee Ladla S T e ] [ PIET Y
ikl il il (RO REIE
Valid 40 40 40 40
N Missing 0 0 0 0
Mean 2.75 2.68 2.55 2.48
Std. Deviation 1.391 1.207 1.239 1.261
Minimum 1 1 1 1
Maximum 5 5 5 5

214




4 2132l 15 alaall

1.391 (glaae i) dilsy 1 e dasld) 38l 52 las Jacigia e
(Ll Caglal Al Jee lelus Capeadl g 61

Pl duapd Lol

Jaad Loyl LeaY one — sample T test wslad e alaicYU
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One-Sample Test

Test Value =0

t Df Sig. (2-tailed) Mean 95% Confidence Interval of the
Difference Difference
Lower Upper

1 — Jésh Al G padl 12.991 39 .000 2.825 2.39 3.26
Gl agaill 5 Cilazall 3 ) shaiall
2 — 2 jedaall alall (o paall 12.679 39 .000 2.600 2.19 3.01
e daphs laaall el
3 — iy sikh ga (o yeaall 14.614 39 .000 2.875 248 3.27
Dedaally il (530 iy ¢ laal)
4 — a5k G peadll oldl Jee ) 16.724 39 .000 3.100 2.73 3.47
b i Y Bl
5 — g Cpeadl deadldl Sy 14.171 39 .000 2.850 2.44 3.26
a5 e el ISV
6 — by o jadl &l s 14.594 39 .000 2.900 2.50 3.30
8 a0 e pgle A o0
Gleadll 33 Adle |
7 — s Gpadl o ddes 17.146 39 .000 2.850 251 3.19
JIsed e J3A J A0l 8
b )l daals |
8 — a3 (o padll Cid g Sladl 15.332 39 .000 2.925 2.54 3.31
Laadl) Hay, |
9- Al Jsanll e daxal) ISy 14.862 39 .000 2.875 2.48 3.27
SoA
10 — ol (8 o aall 5y 13.758 39 .000 2.825 241 3.24
Ll 1) 58 Loga il A
aellail |
11 — Gl jigdeaa 14.577 39 .000 2.975 2.56 3.39
SNl e il
12 — dali bl day ) il 5l 13.197 39 .000 2.775 2.35 3.20
g (B Gaiad B el Al
Cajlaall |
13- Gilelall o padlly (Say 14.594 39 .000 2.900 2.50 3.30
G55 s,
14 — 58l Gl vie Jalaill 13.936 39 .000 2.950 2.52 3.38
o S pradd) Sy Cijaadll
Gl s
15 — sa s dalil Iy &paall 14.138 39 .000 2.925 2.51 3.34

pe (o8 Aalals Gpldlall Jalail
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4 2aell 15 o]
16 — G Lils cilileny (o jaadll 13.572 39 .000 2.800 2.38 3.22
17 — Jis Capadl Glels Joe 12.500 39 .000 2.750 2.31 3.19
AaiBle gkl bl
18 — Gpadl Jndle ) dals 14.022 39 .000 2.675 2.29 3.06
haally
19 — alxy Cplalall 8 o el 13.013 39 .000 2.550 2.15 2.95
Glaliial eSaall 5 s S
20 — @y G padd) oJaall 4 12.417 39 .000 2.475 2.07 2.88
dny il 5 pgaiey A 2l Aigee

P AL aaal) dnsmdll Jais JEIL g ¢ ALY paeal Sig < 0.05 dad of o5
Al Byaill g dudpeaal) ileadll Basa G Apden (B8 s
aluagil) g gt
: C._al:ul\
Laalil) ol e disgyaall A yeaal) ciladdll s3ga slady Adlasl AN 13 1 35ag ) Jeagill 5 .1
- eSlanll LIl 50y, g
Aogllad) 835all Adpeaall Laxdll Jlad e aneluy Guilasall aal) Cupuill o .2
celanll pe agleles ol dn @lsling (s selaay Ciyeadl ilige aidi Bygpa -3
¢ Glua gl
ke e Sleall @ilagy 3y gty A Baxilly dediall Coyeadll cilars skl Q1A el 1
Byallyy (Ko b gyul 4l o Jaally Ghpuadll slY) o Chraally JIAN wialse RIS Byg a2
aliall
saiaall Gpaatll s ad) Jad) e dladl Jos daglgSally Al cyglall AT dailie .3
i)l Jilasll

J.ALAAS\ :\-ﬂ@

RPHE
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LSS Al Ll e G Anadl ylsal claghiud A 1(2016) casene aali J canl) -1
23 Ga o) ¢ ) T daals JleeY1 Bla] b ¢ iivale 3583 a1 Al cilelial
Ol Als Ay @yl Ll Sl a3 B el LB g0 1(2012) ale ¢ iy —2
192 =« 2012 _ 2011 dsadl  ahal) daala (AoslaiBY) aglal) 8 ooy i€o dag yhal
Salall aill e s cddjaall juae 8 BlaY) clamy z il aall 51 1(2002) ¢ e ald) -3
dadie Jae Ady9 Al leaslly L)L) Al Ui & Saally s3sall 1(2007) coliasy oz bl =4
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gill Zacdlal) 50l 5303 J30eS Aadpad) Gladll ssn 1(2006) Gy cae 5 a2 Gl -8
202 ¢ lall calall daala ¢ jpdia e dang il
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