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The impact of the quality of banking services on customer satisfaction and loyalty
A field study for the Bank of Agriculture and Rural Development
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Abstract:

Service quality is a concept that reflects the customer's evaluation of the degree of excellence or
superiority in service performance.

This study aims to identify the impact of the quality of banking services on customer satisfaction and
loyalty by giving a broad view of the concepts of quality of banking services, as well as providing a
conceptual approach to customer satisfaction and loyalty, and carrying out a case study of BADR Bank in
Adrar by preparing and distributing a questionnaire to a sample of 40 banking clients. Of the clients of
BADR Bank in Adrar, 40 were retrieved and one questionnaire was canceled. The appropriate statistical
methods were used for the nature of the study data through the use of the SPSS program. The results
obtained about testing the study’s hypotheses by regression analysis were accepted: the alternative chance
that states that there is a role with Significant significance of the quality of banking services in customer
satisfaction and loyalty among the study sample at a significant level of 0.05.

Key words: Banking services, clients, statistical methods, banking clients, regression.



