Al Aga)yiasal) & pad) 4y sgand)
aladl Gadly Al adail) 3,03
- 3y — pad daaa daala
sl agley Aglailly Aalady) aglell 4,1

Ay lail) aghll acd

18 g gl

B rad) (53l Loy Jo aadd) plalh) i)
- 3 Sy AlS g - AGB il il G paa Al A o

Ag el aglal) B siwlall Salgd g cilthaia (ha 328 Aadia 3,Ska

248 il B3

‘éé ‘34 ..: &

:(3) ldall Alas) (e
3_1..\ Lﬁ)}*"““ -

Jsod ki /o -
Ol b dluad -
LBl dia)
Laalal) el a3 ) Al gliac
3 S Lot @ palase il - e Cgna -
3 S | jia Al - e calad
8 Sy Ladlia | yalas diad - s sa e -

2022-2021 :xalal) pcigal







¢«\M>]\

" aﬁjw\ gﬂi " L;l

L;l C,.L,a) w L} G)ut.:zuiﬁj L}L:f- .iSJj;.-) Y}b GJM) oF LIS oS Laffuq ol Olg tdb)i“ & & g;l fda SHe> ij L”SMT

Aaee 3 ) Il a U Ay

n L}w\ \%T n
OV JLT gy (sald welll oSl sda (3 (03 (s il ST Lol cade SO Gl el ) an e e e Ul
.ojjia qu» G)»:.Zg) ity

‘(’Q ) C,.g»b;y A8 (\JAU c,.:lfji o (’3.4'3) o Q";L;; tL}Uﬁ Lo, ! g}j}l g;l SJUJ sj‘u"\ ;515 = s, e S o g;l
csons i L gy o) A L,
B3 3 STl 0Lty A (g (s g idlally Bomaally g &) Loglai 3utomg Gt ) sleally 83Lally b LS5l on )

k) 2l e dogy WS A ey Bl Lega,  Jies

3 ally el Gl Sy Rl S

0.3.0\ e\..«r dload —




slaayyl

"L}.T &2 dl

Yool sk B Leas sy (S 3 L b 2 Jol & s exo & ok Al eaed=d) soles W\ g 4 Gl @ 5l )

cal bl LT Y U ST st oy L ed (ol 353 s ol ol dy e ol (60U o goles 2t
AW ST S Y
@iy s oy 3 ALYy Sl alS) Sl Bl alS (il Halam a2V Ol Bales S ade UT L S0 1 o,
@TQ&JJL - EEE QVG)B S oyl
sy o2 A iy 52 Il L3 galaey el sy Y
ke Gillar 55 o S L Bgd S 3 U hm g T s il 2,1 Y
o GG sl ol 8 e oS agras Blie lsals OF s el a1 JULT 1S5 £T 3i2l)
Lt e s b ST Bane 4 el O b | b L lile sy gkl s s Js e e U

el iy 138 ST pad ade UT Lo 1 s U g badW) el G (it 3 6T 4

£

=
&E
|




18 jall 5 SN
(Gl 25 ) dad of 2a02s 1275}

Lﬁmwbswbaﬁ%mygwr—;5544}.guL;J\jAuaepyyﬁbyQuW\;y,mi})ﬁ»w\

slally o gl Ll e St abions sw ) ey s bl WAz e

It gl 5 M s lSS Lely pksy ) Vi e 1Y) Uhdl "8 O3las " 58T 53U 0L ally Sadlall

3,5 sl a5

LY ST el s paid V) Uneg Y el pskeg aglonilly 25LaVl pslall 20873 dnl) )l wlin sl )Lz ey

LA Loy e ol el dnl)s pia o8 Lanas o)

G ) LU g palag Bgall cmad) pd e IS (0 SKi3y e X8 (e oS 0Ly 15,5158 LoUYI anlll de 5159
Sl 1 auh,dll sda JLST




t Rkl

Al L8 ) e pp B (3pall Ol Loy Je ) sl ST ad ) Al ede cas
(@b paiaS Bpall Ol Loy ol anlly el pie L8 e o slezeW ol @ llly Jits iz o
(73) @l ozt Eom 3 Uy bl Grzn S o Bie) amgr Oliis) el ¢ Rulplll DlaY i34,
sy

e LS ey Loy e auhl) 12 3l 8 ey ol ol g AV 53 ST s gy milad) g T 5,
OBV e dsgast Auldll cals V3 Al and) Ay e ST IS Ol Loy Je Read) adie an ST

eddl Ol et osat

38 WSy il Oz sl ) (et e () Osll Loy ¢ ootk il i nied) LSS



Abstract:

This study aimed to determine the impact of the service encounter on the
customer’s banking satisfaction based on two main variables: the service
meeting as an independent variable, which was measured based on two
dimensions the service provider and the physical environment. and the
customer’s banking satisfaction as a dependent variable. Gulf Bank- Agency of
Biskra, where the sample included (73) clients.

The results showed a significant effect of the service encounter with its
two dimensions in the bank on the satisfaction of its customers, also showed the
effect of the service provider dimension on customer satisfaction appears more
than the physical environment dimension. Finally, the study presented a set of
suggestions regarding improving service encounter.

Key words:

Service meeting, Customer banking satisfaction, Service provider, Physical
environment, Gulf Bank and Biskra Agency.
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