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Abstract

The research aimed to measure the reality of operational risks, strategic risks,
and the quality of banking services according to the opinions of customers of the
Commercial Bank in Lattakia Governorate. It then analyzed the impact of
operational risks (infrastructure, technology, human resources) and the impact of
strategic risks (economic, political, security, and social) on the quality of
banking services provided by the Commercial Bank of Syria, each separately. It
then analyzed the combined impact of operational banking risks and strategic
risks on the quality of banking services provided by the Commercial Bank of
Syria. Finally, it measured customers' attitudes toward the quality of banking
services according to their personal characteristics (gender, work, age, and
educational qualifications). The research relies on the descriptive-analytical
approach. A questionnaire was prepared for customers at the Commercial Bank
of Syria in Lattakia Governorate. The sample size was 405 analyzable responses.
The questionnaire aimed to measure the study variables, namely operational
risks, which are considered the first independent variable and are expressed by
the following variables: infrastructure (devices and equipment), level of
technology, and availability and efficiency of human resources. The second axis,
strategic risks, is considered the second independent variable and is expressed
by economic risks, political risks, and security and social risks. The dependent
variable is the quality of banking services, which is measured according to the
five dimensions of banking quality. Among the most important results: There is
a neutral assessment of both operational and strategic risk variables, and a
positive assessment of the quality of banking services provided by the bank
sampled in the study. Through hypothesis testing, it was found that both
infrastructure risks and human resource risks have a positive impact on the
quality of banking services, with human resource risks having the highest
impact. Technological level risks were excluded. There is a positive impact for
both security and social risks, political risks, and economic risks on the quality
of banking services, with security and social risks having the highest impact.
When examining the combined impact of operational and strategic risks, it was
found that There is a positive impact, respectively, in terms of the magnitude of
the impact of each of the following: infrastructure risks, security and social
risks, political risks, and human resource risks on the quality of banking
services. Technological and economic risks were excluded. The results of the
differences study showed that there are significant differences in the evaluation
of the quality of banking services by gender, in favor of women. There are also
significant differences by age, in favor of the elderly, while there are no
significant differences by occupation and educational qualification.

Keywords: operational risks, strategic risks, dimensions of banking service
quality.
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Ll [ e [ slS,55,
Jehama s s jeal(| LSl | A8 o) )

o)@.;\ (3.,33;31\ gl Pearson ok Hox
)laxa s Correlation ! 792 909
Sig. (2-tailed) .000 .000
N 1405 405 405

L‘AJXJ-‘S-‘“ 5 Sia Pearson 792** 1 753**
Correlation |’ ’

Sig. (2-tailed) | .000 .000
N | 405 405 405

JJ‘}AM 3;1.55_5 3_).51} Pearson sk *%
4 ) Correlation 909 753 I

Sig. (2-tailed) | .000 .000

N|405 405 405

a2l 33 ga Slas o ** "
daaal) B0 g ala Pearspn 764 591 783
Correlation

Sig. (2-tailed) | .000 .000 .000
N| 405 405 405 405

**, Correlation is significant at the 0.01 level (2-tailed).
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Std. Error
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632

.629

50928

1.893
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Sum of
Squares Df

Model Mean Square F Sig.

1

Regression
Residual
Total

178.290
104.005
282.295

3
401
404

59.430
259

229.136

.000°

a. Dependent Variable: 48 jadl Slaadll 83 g
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Standardized

Unstandardized Coefficients Coefficients

Model B Std. Error Beta t

(Constant) | -2.820- .388 -7.273-
)lana s 8 el (sl dll [ 1,173 .261 .354 4.492
L sl Sl (5 5isa | -.361- 213 -.085- -1.698-

Al )l sall BelS 55585 ] 1.457 .203 .525 7.166

a. Dependent Variable: sl 5352 de2al
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LlaBY) lalaal) Pearson Correlation | 1
Sig. (2-tailed)
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Pearson Correlation | .
Sig. (2-tailed) | .
N

1
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Sig. (2-tailed) | .
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Faaall 53 g slal Pearson Correlation | .
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N

581"
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1
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**_Correlation is significant at the 0.01 level (2-tailed).
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Adjusted R | Std. Error of Durbin-
Model R R Square Square the Estimate Watson

1 855" | 732 730 43452 1.808
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aaall Jalee 335 Lo Llle s (L yaaal) cilardll 335a) i) juriall 1 aass <yl s
soally Jalaill 8 Jax ol a) dalse () ampd BW Wl ¢z 3paill A paniil 35800 djaa (8 Janall
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iz dsaill LN Ay ginal) @
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sl =z agar r ALl A 4l
A paal) claddl) 33539 Al ) Sl g dgall cpldll Jalad J2a 24 -3 o

Sum of
Model Squares Df Mean Square F Sig.

1 Regression 206.583 3 68.861 364.717 | .000b
Residual 75.712 401 189

Total 282.295 404

a. Dependent Variable: 4 padl Gladl) 32 5a
SPSS gl aladinly dnlad) duhall &3t e aldeWh Galdl dlae) e juadll
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Standardized

Unstandardized Coefficients Coefficients

Model B Std. Error Beta t

(Constant) | -2.544- .323 -7.884-

Lalasy) sl | 406 142 106 2.863
el Jllaa | 698 071 288 9.885
Aelaia) ; 4iaY) hladl | 973 .057 616 16.972

a. Dependent Variable: sl 5352 123l
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D8l asas ) i A Y 0.698 JlasiV) Jalae Gad caaly Cus (A padll cleadll saga
Dbl e 2l clelia) 85245 IS of gl )l Glaadll 335 A dubd) Hhlaall Jsia
s +(0.698) laiay A padl cileadll sasa g L)) ) Glld gags saals Al lade Lpulul)
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Ana¥) Hhlaall dslaas) A 53 alad) 53 5as o patt Al dabal) il e oL
e AN 51 0.973 lasiV) Jalee A cialy Cun dpeadd) clardll saga b dpe Laall;
53 IS o gl i padll leasll saga 8 dne LaaVls diaY) hlaall s 5il5 aga )
sasa g L) ) @lld (gaga sanly Adais jlade Ao laa¥ls 4] jhlad) (e asll Clelya)
G dagaill () (Y apay 28 A ulay) ADMRN 038 s (5 +(0.973) laiey A yadll cileral)
) b bl Ales elsa Galalaiall cilaliial b e Loy 40N L)
oSty Hhlaall e psall 138 a9 aladsl of Uiy Sras oo e Dleall DUy e lially
Aeilisie ad)ys b paall Gleaddl 3aa e byl

o) Baadliy ccielian AL GBI AV Leia JS aeay G ¢(g)31 IS8 cdinall sda Jelis
Dhlad) Ladts 4 paad) cleaall saga 4 SV all) L S de Laas ) jhlad)
28 JS aaliy dadlin) lalall (e aall ()l it diey Apabai@y) Hllaall gy bl
A padll clexdll g ady b

Bass (b (Aaaina) Lasiliadly Agladal) Jhliall Ayilan) AYs g3 Ll sy ¥ 3-3-4
cssed) @l Gipaall ¢ha Latial) 4d paal) cilasil)

cleadll 325 A Cijbiaall 8 Gaglinl) Shlaad) el sxsidl jlaady) Jias cilghad L Lo
4 el

tasial) (ol jlaad¥) Gudat hagpd —
il o)lgial 23 i) paially Al clpriall o LLEY) @
S LY dgag pae ki @
i b WS say Durbin-Watson stat jlisl dad G Jeaall elay
Ldpaall cilasdll 3agag Aaiilind) shliall z 3sail Durbin-Watson stat jlad) 26 -3 Jsaa
1.841 |Durbin—-Watson stat
1.71 EOV N
1.83 Sy aal)
SPSS zaliyy alaainly dplapall Ayl il e slie Yl Gald) slae) o siadl

SeVls S aall zans aill Jsas DA (rey 405 Claaliad) 2205 6 & chysiall dac ()
Al Alabeal) 4 suenall Fail) (3823 o Camg (Gl Jsaall 3 2smse 58 LS
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DU < DW < (4-DU)

1.83 < 1.841 < 2.17
cbial G 313 Bl aag Y aly s L

(o)) qysill) sl Jaia¥) agysil ddlsic) o
sl g5 ) (KAl el
(1) Jgai

Normal P-P Plot of Regression Standardized Residual

Dependent Variable: dexill 5 syl

1.0

Expected Cum Prob

o6
Observed Cum Prob

SPSS zaliys alasinly Aslasall byl il e slaieYU Gaalill slae) (e jaeadll

Lew el s o oo IS g3 pualindl gy ¢ a3 1 (bl JSE pa ol 5o LS
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Adjusted R | Std. Error of Durbin-
Model R R Square Square the Estimate Watson

1 .866° 750 147 42082 1.841
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apaaill Jalee 235 Lo Ll 5 (3l cilaaall 55a) aalill el 3 chass ) sl (e
sally Julatll b Jax ol AT dalie ) gand (U Wl ¢z 3paill dgpndil) 3580 Adjaa (8 Jondl)
%25.0 e iyl

iz dgaill LN Fygindl) @

(Ssina e laad) zisai t Aphuall Az dl) :iglasyl sl

Ah puaal) laddl) 53 g3 9 Aol ) Jhldial) 3 gl (bl Judad Jg2a 28 -3 Jsta
Sum of )
Model Squares Df |Mean Square F Sig.
1 Regression 211.813 6 35.302 199.346 .000°
Residual 70.482 398 77

Total 282.295 404

a. Dependent Variable: 4 jaall Claadll 83 g2
SPSS galin aladtinly dnlaall Al =il e alaieYh Saldl dlae) (e juadll

oo s g 0.05 e J8 oay sieall (g5l Sig dad o bl cplall dalas Joan (e oy
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A paal)

Standardized

Unstandardized Coefficients Coefficients

Model B Std. Error Beta t Sig.

(Constant) | -2.437- 338 -7.204- .000
Janas 3 3l (dnd 2adi | 794 257 240 3.086 .002
Ll 5 (5 sisa | - 224- 224 -.053- -.998- 319

sl ) sal 3eliS 53585 | 565 194 204 2.906 .004
dplasyl L) | -.414- 289 -108- -1.432- 153
daubadl LIS ] 665 071 274 9.412 .000

Lclaia ) duiay) il | .688 .077 436 8.895 .000

Laall 3358 Jesfa, Dependent Variable:
SPSS galiy alasinly dplagal) duhyall mils o slae Yl aldl dae) e saad)
Oy Adine 2awiall adll lasi¥l Jalad dag b asen o Laagh o aeg  laad¥) 23500 Rapa —
Y = Bo * BiXi + PoXo + BaXst PuXy + BsXs + PeXe
.du\.d\ . BO
ALl lpaaiall Culsi $Bas Bs o Be > Prs Pa s B
.M\ U_\b:\m‘ :X] ,X2 ,X3 X4 ,X5 ,X6
p A J<al e ellyg aaeiall add) sVl Alabee z hadiud WiSey i) Jsandl (e
Y =-2.437+ 0.794 X; + 0.565 X5 + 0.665 X5 + 0.688 X¢
rhial e IS0 0D aaa L L 8 magiag
<0.05 ANV (s5iun o sl Aad 85 0.000 (55l SIg Aad of and: ol Lpally —
LCulil) Aglan) ANVAIL & ) ALl daall Jiing dydeall A dll (mdy Sl
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Al Gleadll sasa b Al Al gasa E0 aag -
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Lyl Jois il <0.05 AN (g5iie G S el 25 0.319 (g5lui Sig dad f aas
(L st (sgine) (G Sl priall Ailas) AND 53 5 agay adey 5B A Agjeall
A yead) lardll sasa Al 2))sall 5e LS5 5850 graen il aag Y —
A padl cilendl) sasa A Al leal) 2S5 85 gagn LB g —
Apzmpll miys Jlls <0.05 AV sise e yroal dad 25 0.004 55l Sig Aad o 2
Dlsall 8oL 8y85) Gl Jhisall yatiall AolanY) ANVAIL & Al Abadd) A 8l Jaiiy Agjduall
(A
Abpadl) cleadl) 3asa & ApbaidV) jhlaall g b g Y —
Ayl Gladll 335 4 Al hlall giasm il aag —
Ayl Jois Ml <0.05 AN s5iwe G S dad 25 0.153 (g5la Sig dad of ans
(Aala®y) i) byl Jiall puiall Ailian) A0 3 S dgag aany 5 Al dpaal)
Adyead) Glaadll sasa b Lubdl LAl g il amn Y —
g pead) Cilesdll 3aga b dlid) hlaal gpsa il sy -
il (miys s <0.05 AN (ssie e sl Gad a5 0.000 55l Sig Aad (o aa
b)) peelad) Jidl) jostiall Z5lan ) AL 8 Al Adall A @l Joiiy dypeal
(Aamslandd
Adpad Gladll 3asa b Lclaa¥ls 1Y) jhlaadl s il aag Y -
g pad) Claadll saga e Laally 4neY) Hllaadl gasm il g —

Gpil) Gadys MLy €0.05 ANVl (gsine (ra ial el s siaall (55l SIg dad o
i) b)) Gaalad) Jiia) paiall Aalaaa) AVAIL & Al Alad) dpea dll Jiiig 4 jiuall
(Bae LYl

Ol Laadls cCaclias il 311 HAY) Leie IS aeay Cim 030 IS @y el pda Jelim
ey el <0 giuhy ae ladnll lalad) sas (st 8 Cualu 8 dasl i) hlad)
Glaadll saga ady 8 lad IS8 aaboy Ladil i)y A Gl Hlalaall e aad) Gl mamw
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Aghpaal) cladll Baga gad cplabeiall cilalad) B g 8 LL53) 4-4

) Anad il "\e.g.'.'a\.ém AL Cplalaiad)l clalan) uld o (3,8l Giliayd HLAA) e Cangdl o))
Z\_Atd\ Zzua‘)sl\ @4}1.\.\5@&3 (s M,)B).;a.d\ Cileadldl RN

ihypad) clasil) Saga gad Cplalaial) clalad) (B Ay hsn o8 2asr Y tAall i) dpa i
A il il Lgie g o(palel) Jaall ¢ panl) Jand) cpsill) Apaidll agilia (b

sl (385 A paall laddl) sasa sad Cplalaiall Cilaladl 8 dpasa 338 2am Y 5

cJaad) (385 Adyaall ilaadll sasa s Cpleleiall ilalad) 8 dasa (3558 Y .6

yendl (385 A peaall Cilardll sasa sad Cplebeial) chlalad) 8 dpasa (g g Y T

bl Jasall (385 4 paall cloddl) sasa sad Cplalaiall Claladl 8 dpasa 308 2 Y .8
oY) A il Al llal) LAl adinin ccilicadl) LAY Cudgin hlidl o adaiug
Béy Sl @l 8L Ly (&ulj 05SY) (padiag (4 Adlse L3S independent sample T test
Slpmill HLAals 508 Auall (585 (58 (e JS) 35a50 ONE WAy Anova culall Jidas laal
Pk LS (0

clalad) b Auasa e s Y oY) Al Aall Lpeusiyl) Lpdajdl sl 1-4-4
couial) 55 Adpaal) cilasil) 5aga sad Galalatall

e (padine (plaugia o 2558al 200wy (631 Independent-Samples T-test Lial) Lijidl adg
1ia addiigs caaly Lagild ol saaly Aie (e Cpaainall cpia Lips) Ll Layg o Glsyls <al))

oind) (385 leral) 335m ol iagll slasy) a8 30 -3 dsa
ia) N Mean Std. Deviation | Std. Error Mean
Faadl) 5 5a Mad K3 223 3.3606 .80562 .05395

il ] 182 3.7012 .83628 .06199
SPSS galin alaiuls dsilusall iuhall gits e alaieYU Galdl dlae) (o saadl)

@bl Uadlly o)lpmad) Calyai¥ls sluall aiglly 3l 5S¢0 DS Joaall 1ia (iayay
s Sl ALY b o) i (SUY1s sSA) (e genal) e S0 L) Dbla) daw il
o Ahyadl Gladll sasa ol Aula D Jas Aol dllia 43l €3 ulalaiall sl (61 3.3606




oo dly 3) LD Al ) s UK, (Lgia agiiall Caagl) (383 of (Saall (g B2
cebal) en o) A8dlse Ay (K153.7012 58 LAY
Independent Samples Test JLid) dags 31 -3 Jsaa

Levene's
Test for
Equality
of
Variances

t-test for Equality of Means

F | Sig.

Sig. Mean
(2- |Difference
tailed)

Std. Error
Difference

95% Confidence
Interval of the
Difference

Lower

Upper

Equal

assumed
Equal
variances
not
assumed

variances| .

4.161-

4.145-

380.872| .000 | -.34063-

08218

.50156-

.50220-

.17969-

SPSS galin alaiuls dsilusall iuhyall gits e alaieYU Gaaldl dlae) (e saeadl)

SN 0.05 AVl ssiea (3o 5S) s udid LAY sig VAN Jlaial o ass Gl Jsaad) e
cCprdinal) g cplal) Galaty Js8 Al adel) A s i

G dl) Jis pral) Al iadys lligg 0.05 (e amal sig dad o sl T LAY dewally Ul
coiall Crua Adpadll claadll sasa sa Galebeiall cilaladl 8 dasa (558 aag 4y AL ALl
agilla o anpad ) Gl dgay 28 3 )0 4 e (Aol g8 SUY) anis gl Js8l Sy el
Gl ) A5l Ganys HsSA adly Lae o) 28U Aaliie s Ao pall 2ay 5% Jlllys Laal)
) loadll saga (B dielian) ady Copeadl) () G5 ol NS Gl Il S ud agil) 8




claladl b Ay hsa (3908 dag Y A L) Aal) Lpeusi) Ap il jLgd) 2-4-4
Jaad) 389 A paall clasdl) 5aga sad Clalaial

(Jaadl) Jie (hiic gana (1 IS il i 5l a3 (53l One Way Anova sl Liyia) a8,
b LSl s Jyns o(1,23) Fesene (3n SiSH e it 0

Jaall Caus (35,81 One Way Anova ,ladl 32 -3 Jses
Sum of Squares Df Mean Square

Between Groups 3.668 3 1.223
Within Groups 278.627 401 .695
Total 282.295 404

SPSS zaliy alaiuly alaall duyall it e aleieYU Gl dlae) (o saadl)

S panll A s @A 0.05 AV (gsise o 5S) sig AV Jlaal Gf s Gilad) Jeaall e
Sl cJanll 3y ddyanll Glarddl 3aga sad Gplalatiall Glalad) Jddppam (3908 2an Y Js8
¢ Adyadl cleadl) asad sl ad lpdac] 38 agllact Cabitay Cplabaiall chlaladl ol Jsall oSay

el i Can Jassiall ol U Jpaall i

L padl) Glexal) 35a ani] Jandl U Cs Jansgiall a8 33 -3 Jsoa

Mean Std. Deviation Std. Error
ele gld | 102 3.3809 .82579 .08177
uald glad | 56 3.4557 .88675 .11850
~dee] 100 3.5249 72274 .07227
2clia | 147 3.6202 .88671 .07313
Total | 405 3.5137 .83591 .04154

SPSS gl aladiuly Al dyall C_d:u e alde Yl Galll slae) (e jaaall

Yl el g andl agrpen o dia Lol a8 Sl Cplall Galad) Joaall e a3l
Al Catiay cplebaiall o i) (jSay 40l ALE e Vaas oY) sany goliadl S ) sany (s
A Gaglal 385 el U s st cosinse <13 Hpal) cilodal) o) g Jand) Conea




claladl b Auhsa (3o08 g Y AN el Aagyl Aty Lpdajdl Lss) 3-4-4
el B9 Agdpaall cilasdl) Baga sad Cpulalaial

(endl) Jie (i sana o ST il sie 43)aa) axdiesy (52) One Way Anova ,lial Lijal g
b WS il Qs Jssas ¢(1,2,3) Aegana 0o ST o (ggind A

axdl s (35,31 One Way Anova laal 34 -3 Jsas
Sum of Squares Df

Mean Square F

Between Groups
Within Groups
Total

179.552
102.743
282.295

3
401
404

59.851
.256

233.593

SPSS zalin alaiuls dsilusall iuhall gits e alaieYU Galdl dlae) (e saeadl)

adall dpmh adys GlIA0.05 ANV (gsie o ial sig AV Jlas) of aad Gl Jsaall e
4 padll Blaadll saga o Cplelatiall Cilaladl A dpasn (3908 aag Jsf S Al Gl Jisi
5agal Aibide eyl |phael a8 aellec] Calidgy cplalaial) cilalas) ol Jsill oa by ¢ yanll G

aad) Gl Cuen Jangiall o G Jgaad) maays ¢ A paall cilasdl)

i pad) Gleadd) asa apfil jeell U Cava Jangiall o 35 -3 5o
Std.
Deviation
10506
34463
70233

N Mean
2.6224
2.6279
3.9027

Std. Error
.01802
.03286
.05678

41418- 30 | 34
4431 -45 <] 110
4 60 11 46 =] 153
600~ 11108 4.1453  |.36757 .03537
Total | 405 3.5137 |.83591 04154

SPSS zalin alainls dsilusall iuhall gits e alaieYU Galdl dlae) (e saeadl)

3 pand) L A lie Liaidie Loy slac) 38 LAN il e cplelaiall o Galad) Jgaal) cpe J3ad
G yaall Clerdll sasa o Bilse e L Lagi el Cagatlh 4Ll clidl) o) penlls dasiial
Bpeadl clasall o) e (8ila by ad) pal) U G Ly 46 eall o Calabatiall 453l Ly
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e paall oLl Jolad e ha) aen LaAb ALl g AT A a e (5,8 Wnad el a8 4l Layy
Jseasll LSD Ll dulydy iy <A ciiaaly 450031 G il) (28 ) el ) cile gandl)
ke ganall g gl any ash CHLERY) (e 0yt e ualy JLEAY) 13 o Cis dail) )
Jas e JS5 Juatilly

dpadl Gladll saea Jen yerll (385 cplalaiall chlalany LSD Hlidl) 36 -3 Jsas

Mean Difference 95% Confidence Interval

ell(1) eall(J) (1-J) Std. Error Sig. Lower Bound Upper Bound

41.18- 30 4 31 - 45 ¢+ | -.00556- .09932 .955 -.2008- .1897
43s 60 Y 46 (| -1.28033- .09597 .000 -1.4690- -1.0917-
60 S | -1.52292-" .09954 .000 -1.7186- -1.3272-
41.18- 30 | .00556 .09932 .955 -.1897- .2008
45w 60 ) 46 0 | -1.27477- .06328 .000 -1.3992- -1.1504-
60c S | -1.51737- .06857 .000 -1.6522- -1.3826-
460 1 46 e 41.18- 30 | 1.28033 .09597 .000 1.0917 1.4690
4w 31-45 5 | 1.27477 .06328 .000 1.1504 1.3992
600 S | -.24260- .06362 .000 -.3677- -.1175-
4.18- 30 | 1.52292° .09954 .000 1.3272 1.7186

44w 31-45 5| 1.51737 .06857 .000 1.3826 1.6522

diw 60 ) 46 0 | .24260° .06362 .000 1175 .3677

*. The mean difference is significant at the 0.05 level.
SPSS GAL'D._, e\d';'.h.ulg il A)yall @L“u e alaeWh dalll dlae) (e Huadll

Jsaall 13 (pe U dgand) 8 pend) Cria LAY Jaigie o gl Gilua Jsaall 130 8 2
Lia aadlig cdpiall Ll (mdy () ool g3 sas ssima Al o ) ai (*) dpenill Alaly
Salls il dsandl 5 daganal) Jlaia¥) dad oS5 Lo aag eV alies 8 dgase gsinall Gl
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