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Abstract

The study aimed to identify the impact of service quality

with its dimensions (transparency, reliability, responsiveness,

and efficiency) on institutional performance at the Unified Call

Center and Digital Services of the Social Development Bank.

The study used a descriptive analytical approach, and the

sample consisted of 384 employees at the Social Development

Bank.

The results of the study revealed a significant positive

correlation between the quality of service provided and the

institutional performance of the bank. It was found that improving

service quality in its various dimensions contributes to enhancing

institutional performance and increasing customer satisfaction.

The study also showed that improving transparency, reliability,
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responsiveness, and efficiency effectively enhances the

customer experience and strengthens their loyalty to the bank.

The study recommended that the bank should continue
improving the quality of its banking services by enhancing
transparency in customer dealings, reinforcing reliability in the
services provided, accelerating the response to customer needs,
and increasing the efficiency of banking operations to ensure the
delivery of high-quality services that meet customer expectations

and enhance the bank's performance in the market.

Keywords: Customer Service Quality - Institutional
Performance - Unified Call Center and Digital Services - Social

Development Bank.
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