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Study Abstract

This study aimed to identify the impact of banking service quality, with its four dimensions
(reliability, responsiveness, assurance, and empathy), on customer satisfaction in the banking
sector. The researcher adopted the descriptive analytical approach as the most appropriate
methodology for the nature and objectives of the study. The study population consisted of
customers of banks operating within the targeted scope, and a convenience random sample of
(370) respondents was selected after excluding invalid questionnaires. The questionnaire was
used as the primary data collection instrument, comprising (26) items distributed across the two
main variables. Its validity and reliability were verified through face validity, internal
consistency, and construct validity coefficients, in addition to Cronbach’s Alpha, which reached
(0.942) for the overall instrument. To analyze the data and test the hypotheses, a range of
statistical methods were employed using SPSS software, including means and standard
deviations, correlation coefficients, and simple and multiple regression analyses. The findings
revealed a statistically significant impact of banking service quality dimensions, collectively,
on customer satisfaction, with the model’s explanatory power reaching (76.7%). The assurance
dimension ranked first in terms of impact strength on customer satisfaction, followed by
responsiveness and reliability, while empathy ranked last despite its statistical significance. In
light of the findings, the study presented several recommendations, most notably enhancing
investment in information security systems, developing training programs to strengthen the
relational dimension of banking service, and adopting a customer-centric culture as a
comprehensive institutional philosophy.

Keywords: Banking Service Quality, Customer Satisfaction, Reliability, Responsiveness,
Assurance, Empathy, Banking Sector.
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