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Abstract

The aim of our research is to focus on the need to raise the level of
performance quality in the method used to provide bank services through
employees and work to apply the principles and concepts of behavioral and ethical
values for the profession on the one hand, in addition to trying to develop the
performance of service providers, specifically employees in the front row in
providing banking services, which is achieved on the other hand, quality and
performance, In addition to trying to highlight the main points that must be taken
in order to improve and develop banking services provided to customers and work
to increase the quality of banking services. The questionnaire method was used by
distributing it randomly to the study sample, and 40 questionnaires were
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distributed, according to the simple random sampling method, and the study was
completed and the results were generalized to the research community. A number
of important results have been reached as follows:

1. There is a statistical significance of the dimensions of quality on

competitiveness (tangibility, reliability, safety, responsiveness, empathy) in
terms of customer satisfaction.

2. Training the bank's employees and developing their skills to provide the
banking service within the specified time perfectly and correctly the first
time.

3. The bank's employees have a good appearance and good dealings that lead
to attracting customers.

Keywords: quality, banking services, competitiveness.
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Valid 40 40 40 40 40
N Missing 0 0 0 0 0
Mean 2.93 2.88 2.83 2.98 2.78
Std. Deviation 1.207 1.223 1.299 1.291 1.330
Minimum 1 1 1 1 1
Maximum 5 5 5 5 5
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sl 3919 LB aglalt LAY Janal (aloxe

2 2023/l 4 sialt 15 Aol

1.291 (s bme ol il Leliliy e dpalall 6l g <l @) cn s Jawgie Jef o Jaads L
(il e L) dead g Caadll o) )

oY) any
Ol 3 cldl a5 dbuad) cilas gid) Jsaal) elay
Statistics
13- Culalal 14— il | 15— asasialad | 16 — & Ll
Copaaly e | OlYL ie Jaleill | )Y Eiaad) agas [ cililers oyl .
Gl agn | e Cadl S| Al il
< paall Gl Jalxill aa
22 . 8 paadll.
Valid 40 40 40 40
N Missing 0 0 0 0
Mean 2.90 2.95 2.93 2.80
Std. Deviation 1.257 1.339 1.309 1.305
Minimum 1 1 1 1
Maximum 5 5 5 5
1.339 (s lbme ol adl i A0 e Gadd 0 58 2 gry s o gie e )
(2 L) Gl Gy Gopeaall ge Jalall ie el sl )
: Calabetl) 5 il il a1 s Abuall cilau siall Jsaadl jeday Cabalail) 2y
Statistics
17 - pg 18 — Gipadll [ 19 = alay ol [ 20 — &y
Cipadl clels | Jp e G Gomadl A oDl
Jae LDl [ dald Dlaally . | SRERTSel 51 g i
il 0 O AUt
AS Y
Valid 40 40 40 40
N Missing 0 0 0 0
Mean 2.75 2.68 2.55 2.48
Std. Deviation 1.391 1.207 1.239 1.261
Minimum 1 1 1 1
Maximum 5 5 5 5
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4 2023/l sl W19 P aLai@Y aglall JLAYW anela Jalxe 4 sdall 15 Azl

1.391 (s bme il il Jiliy Al e Zaglal) 580 8 ol Jaus sia e
(Y gkl Al Jee el Caadl jig )
Pl dpm b LAY

s dam @l laay one — sample T test ool e slaeYU
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One-Sample Test

Test Value =0
t Df Sig. (2-tailed) Mean 95% Confidence Interval of the
Difference Difference
Lower Upper

1 — sk il G oadl 12.991 39 .000 2.825 2.39 3.26
Gl gl 5 Cilanall 3 ghaial)
Apdlal)
2 — aedliy jeladl) plall o paall 12.679 39 .000 2.600 2.19 3.01
e Argida el el |
3 — ey sila e (o jeadll 14.614 39 .000 2.875 2.48 3.27
Jedaadly Cpuall A iy ¢ Dlanll
4 — a3k Cajead) glaly Jlec ! 16.724 39 .000 3.100 2.73 3.47
o B Y saandll
5 — g3 oyl Aaaall ISy 14.171 39 .000 2.850 244 3.26

gnaa 5 e bl (Y
6 — il g o paall Gl A 14.594 39 .000 2.900 2.50 3.30
5 an Jaic S agale PPN
Gileadd) 3350 Alle |

7 — S Gl daw dles 17.146 39 .000 2.850 251 3.19
JIsad o A Jaall
&obie Ay Ll Aaals

8 — sy (i paall i jlail 15.332 39 .000 2.925 2.54 3.31
Fardll ddy, |
9- ol Jpanll e daral) ISy 14.862 39 .000 2.875 2.48 3.27
SR
10 — ol (8 ol (5 13.758 39 .000 2.825 241 3.24
Clllall 1) 68 Laga cilS 4 o
JULIPR

11 — Gondll i daead 14.577 39 .000 2.975 2.56 3.39
Dladinl) e caildl |
12 — 4ali clllall Zay ) 3L 51 13.197 39 .000 2.775 2.35 3.20
agy (B (Baad 3 all dpudluill
Caaall |

13- Glalall o paalls Sy 14.594 39 .000 2.900 2.50 3.30
Bsisl agn.
14 — Jsmill gl e Jalatll 13.936 39 .000 2.950 2.52 3.38
0 i) Sy Gijeadll

Gl
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2 2023/l sl AW A aLa@Y 1 aglall JLGY! Janels Jaloee 4 scall 15 Al
15 — 25a s Aakl L)Y diaall 14.138 39 .000 2.925 2.51 3.34
e A Aplab Galalall Jaleill
&e Cipadll,
16 — & Loy cilleny (o juaaal 13.572 39 .000 2.800 2.38 3.22
17 — A <o pad dlels dee 12.500 39 .000 2.750 231 3.19
AaiBle o g lal G
18 — o paddl dpdile ;4ald 14.022 39 .000 2.675 2.29 3.06
sdaally
19 — alay Galalall & oyl 13.013 39 .000 2.550 2.15 2.95
Glaliial eSleall 5§ sy ()
20 — &y o uaall Dlaall 3 12.417 39 .000 2.475 2.07 2.88
Axy lia 5 pgaien A )l Aises

DABY aaedl Ay il Ji UL 5 ¢ ALY el Sig < 0.05 dai o 58
S Al 30l 5 48 padll Clerdll Bagas Gm AR s B5 8
il gil) g bl

i

Gl e dg ) A padll cleadd) sasa dlaY Aflas) AN 13 asa ) deagl & L1

ceaxll La 30l 5 @lla g Ayl
A sthaall 33 ally 48 padl) dexdl) Jlay o arrely (b gall dall il of .2
v Danl e aglelad oL dn glu g pun jediay (o adll ik @i b g i 23

: Gila il
oY) Gae e daad) il 5 380 L o 8 Bexil 5 dedial) Coadd) cladd skl A ) L]
OSar Loogoul 48 o Jeally jead) oY) Gan Cirally JA) aal ge RS 55 a2
Aliall 3 seally g
il Cpaaill (s (A pead) Jad) Gea allall Jga dua gl g dusl) e glaill AT dalia W3
R DRFCTN I < Wi
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CRIVERSITY OF AVBAR

2 2023/l s A¥ 19 s alaiBY I aglalt SLAYI aaels (alee 4 dalt 15 Alxal

JJLAAS\ ;\.Ai@

A pd) dslily
Aal) 48 i) Al 8 e 8 Ay il 3 sdl) cilendil il 5 1(2016) casana aali i caml ) —1
23 Ga e ) ¢l JF daals JleeY1 5503 ¢ dnale s She i Y1 40 0l cilelial
el Ala Al 50 o gill Al 5 3l st b b seall SLa@Y) 50 1(2012) ¢ e ¢ iy 2
192 (o ¢ 2012 _ 2011 ) ¢ 53 3a) dnala cipabai@y) o glall 8 ool 550 da g kil
il Gy e dbpmadl a6 s aY) iy zia aall 508 1(2002) ¢ e alal) -3
el
Jee 455 Ayl claaall 5 4y jlain) €l glld 8 Saall g 535ad) 1(2007) cglaey o) ili—4
Dl asle A0S ¢ all daala (Jlee) cilaliie b aall 5 sasad) (Gl allal) aigall ) dedis
2204 ¢ sike T-6 Aplai®¥) o lal) b
Al Apdlu) A gead) cileadd) saga el i 2005 ) (dhias Gea )l 2o #Oa ol -5
37 0a oY) el Jia dasls ddaailed) 3 Y)
271 o g uSay) il Casll s i juad) e sleall 5 @ sill 3030 :(2000)¢ 3 ala 6
5l Gaiad & daal) jealiall 86 ¢ am )l ae pl 1(2014) el daae ) al il =7
IS (Aaliny) e gliall dalal) pacinall 380 8 o) ad) e die ol )Y Jlane Cany Aalaid) Ayl
219 Ga ¢ 2014 il ¢ 80 aaalle slany Zaala ¢ JleeY) 503 and ¢ 2@y 55 )Y
& giall Ll 5 080 53l 31 JAaeS A jeadd) claddll 53 ga 1(2006) ¢ cue 5 dese ) ¢ -8
200 ¢ i ) (Al dadda ¢ gliie e iy oAy ) all
Al el sull Al 5o 50L 3 e A padd cleadll sasa B 1(2001) caess desl (s 5Se -9

e an eclalil) AaaalSh iy padl Sl e agiula
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2 2023/l s A¥ 19 s alaiBY I aglalt SLAYI aaels (alee 4 dalt 15 Alxal

1 Galddl
ALaidy) aul<
4 pad) 5 ) and
f el e salal) [ )
Lo 5ol 5 Gl WS e Cmead b A pead) cleatll saga " st Al daely caldl o6
Al Al I DA e Giagd I ALY e de sane el ) ¢ AILAWNT 38 aSonl G padl Gl

Janll (8 g Lﬁ 5)331\ QlSJuJ\ O M\.\.\S\ bJJAS\ b.ﬁ\.’} Lf""‘)‘“’“‘ Jaae LAJ\AAQ\A M&Jm.q&\ Ciladall RN

Lo ¢ Glal asi o Bla) lsaf ¢ Cangdl 138 apaad 84 )ga s of (Sa g3 sl e LR 5 Al
-l gl Gl Y V) aadis ) g ¢ Al A ) aaa e aSilal
S sl SLS

daadd Clagles t JsY) ) sadl)

= B ouind)
2 50 0 S i 50/41 3im 40/31 1..30/20 !

BJ};J\ J.U\M‘;Im\ J}MH

Gilse e | GHge s | dlaa| Glse| 3Gy Gilsa| 5 AN ol S sae gl
By il

s galall 2my

5l neaill Cipeadl sal jign— 1
- Al 5 glaiall el

oo ipaall alall eladll 4oy — 2
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pellicti) G o S Laga |8 il
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Ci_aadll
. i yeaddl cillens Lls 3 — 16
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Jee el Gipad) iy — 17
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- e Danlly
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