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Abstract

The effect of banking service quality on improving customer satisfaction in
banking-Case study of the Algerian banking customer-

Chaima Mansouri
University of Mohamed Khider-Biskra-.

The purpose of this paper is to examine the effect of banking service quality on
improving banking customer satisfaction for the customers of Algerian banks.
The dimensions of the quality of banking service, represented in (tangibles,
reliability, responsiveness, assurance, and empathy) were chosen based on the
customer’s satisfaction.

The electronic questionnaire was used as a tool to collect data on the study
variables, as it was distributed to a simple random sample of customers of
Algerian banks during a period of time extending from May 2020 to August
2020, and the statistical analysis program SPSS was used to analyze the data and
test the validity of the study hypotheses.

The results of the study found that the quality of banking services has a positive
effect on the satisfaction of the banking customer. This effect is due to the effect
of each dimension (reliability, responsiveness, empathy), while the dimension
(tangibles and assurance) has no effect on the customer’s banking satisfaction.
The study also found that there are no statistically significant differences in both
the quality of banking services and banking customer's satisfaction due to
demographic variables.

Based on the findings, the student presented a set of recommendations to
Algerian banks.

Key words: Quality of banking services, Quality services, customer satisfaction
in banking, customer satisfaction.
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