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Abstract

The increase in the world’s tendency towards globalization in all its forms in the past decades
has led to a lot of changes, from the transference of capitals and the growth of investments to
the removal of global blocks and restrictions, as well as facilitating commercial trading as a
result of the economical agreements which led to an increase in competition in the banking sec-
tor as one of the service sectors. The sector of banking services plays an important and special
role in the economics of countries, and the banks work hard to achieve client satisfaction which
enables them to stay in the market and not lose to other competitors, where it is evident that
service quality has become the characteristic of the twenty first century and the most important
element in achieving the goals of institutions; whether they were production or service related,
and service quality is one of the recent matters in marketing ideology.

This research invokes the subject of the quality of banking services to enhance the abil-
ity to compete between banks based on diversification in offering these services, or inno-
vation and novelty as a strategy to compete, through which banks can stand out amongst
other competitors and consequently achieve their goals.

The research consists of three chapters; the first chapter presents the concept of bank-
ing services, their traits, and their characteristics, while the second chapter looks into the
importance of the quality of the banking services in enhancing the ability of banks to
compete, and the third chapter sheds light on the axes of efforts to develop and improve
the quality of banking services in broadening the ability to compete.

The research has reached a main conclusion which is that the criteria of the quality
of banking services, according to the client, depends on the ability of the bank to deliver
services to its clients that rise up to their expectations, desires, and aspirations in their
transactions with banks.

And depending on that, the main recommendation of the research was that the banks
should conduct studies to reach new findings related to banking services to achieve the

characteristic of competition.
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