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Abstract:

The study aimed to examine the role of the quality of banking services in its five dimensions
(reliability, tangibility, responsiveness, safety, and empathy) in achieving customer satisfaction, as
we applied this study in the Bank of Agriculture and Rural Development - Sidi Ogba Agency-390-,
and through our treatment of the following problem: What is the role of the quality of banking services
in achieving customer satisfaction in the Agriculture and Rural Development Bank - Sidi Ogba
Agency 390-.

By using a questionnaire distributed to a sample of (45) clients, 40 of them were retrieved and
relied upon, and after the analysis using the SPSS statistical analysis program, the study reached all
dimensions of the quality of banking services represented in (reliability, tangibility, responsiveness,
safety, empathy) that have a role. Significantly to achieve customer satisfaction in the bank under
study.

The study concluded with a set of recommendations, the most important of which are: The bank
must work to improve and develop its services to reach the expectations of customers, thus ensuring
the continuation of their dealings and thus enhancing its competitive position by providing services
characterized by a high level of quality, the bank must work continuously and pay attention to
developing the dimensions of the quality of banking services to maintain Customer satisfaction, win
their loyalty.

Key words: banking service, quality, quality of banking services, customer satisfaction.



