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ABSTRACT

The research aims to determine the impact of banking service quality with its
dimensions (tangibility, reliability, security and empathy), on customer
satisfaction at Arab Bank in Syria. To achieve the research objectives, an
analytical descriptive approach was adopted by reviewing available literature
from books, Journals and periodicals, in addition to the case study method. On the
practical side, data related to the research variables were collected through a
designed a questionnaire. A total of (400) questionnaires were distributed to
customers dealing with the bank under study, with 384 valid questionnaires
retrieved for statistical analysis, while 16 were excluded due to insincere
responses. The collected data were analyzed using appropriate statistical methods
and SPSS program to test hypotheses and answer the research questions. The
research concluded with key findings, most notably that banking services quality
has a positive and significant impact on customer satisfaction. The results of the
correlation coefficients analysis revealed that all quality dimensions (tangibility,
reliability, security and empathy) directly contribute to enhancing the overall level
of customer satisfaction.
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Lee € Ll aas (¥« Guliie Ao e Al o Sl ) bkl dade Gaulis
sl mysll al ) aladiil

daa i) B edlanll Liayg dpmugalall o dugina AN g3 ST 2200 ¥ 1159 duedl) duda i)

Al

edlarl) Liyy Ao Luupalell sl jluni¥) g isai paile :(14) Join)

Model Summary

. Std. Error of the
Model R R Square Adjusted R Square Estimate
1 .5032 .253 252 1.95408
ANOVA?
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Model Sum of Squares df Mean Square F Sig.
Regression 495.296 1 495.296 129.712 .000°
1 Residual 1458.639 382 3.818
Total 1953.935 383

spss26 Ao alaieWL Ll slac) (e 1yl

il e (%25) o g 1385 ¢(0.253) s aaaal) Jales dad o (14) 8y Jsaadl cn
i€ daseall sl laatV) ADle 8 Jiiee aieS Gawsalall Guns culS Dlaal) Liny b
Om Jsie s A 3sng o Jn Les dinge UL (0.503) Gsem LLoY) dalas dad
Sig. ) Lllaa¥) dedl) xie (129.712) Gl Jalae Ao o (14) a8y Jsand) cun WS ¢y puiial
Al Jodg cprall dpiash iy 1385 (0= 0.05) AN (gginn (3o sl 25 (=0.000
(Raball Jae @il 8 lanll Liny o Gavsgalal) 0ol (gpina il ang) 1o Al Abad)
dae i) A eSlaal) Liayg Lalaie¥) (o Ligina AN 53 30 o ¥ 400N dueil) duia

)
el Ly Ao Lulaicy) et laai¥ pdsad asle :(15) Joaad
. Std. Error of the

Model R R Square Adjusted R Square Estimate

1 5202 271 269 1.93141
Model Sum of Squares df Mean Square F Sig.

Regression 528.940 1 528.940 141.794 .000°

1 Residual 1424.994 382 3.730
Total 1953.935 383

spss26 Ao alde WL &alll dlae) (e 1 aadll
il e (%27) o S 1385 (0.271) als yaaill Jalew daid o (15) ) Jsandl G
Cily ) adl) st dDle b Jiiwe e LalaieY) uan @ilS Slaall Liay b
On Jsde (gine 1 35ng o Ju Las Linge 5L3L (0.520) Oppm LLaY) Jalas dod
Sig. ) Adlaa¥! deil) vie (141.794) ool Jalas daid of (15) ady Jsaadl o WS ¢y paiall
Aol Jodig cprall duash (b ey 1385 (0= 0.05) AN (g5inn (3o sl 25 (=0.000
(Raball Jae @il 8 lanll Liay o dualaie V) 2l (goina 1 ang) 1pais ) Al
dae i) B odlaall Layg L) o Lugina AN g3 1 dag ¥ AU Lisdl) duia il
Al

lael) Ly Ao Gla¥) sedd jlaai¥] gisai yaile :(16) Jsiad

Std. Error of the
Estimate

Model R R Square Adjusted R Square
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[ 1 ] 4510 ] 203 201 | 2.01914 |
Model Sum of Squares df Mean Square F Sig.
Regression 396.552 1 396.552 97.268 .000°
1 Residual 1557.383 382 4.077
Total 1953.935 383

spss26 Ao alde WL Baldl dlac) (e i jaaall

Clill e (%20) o Fn 1385 ¢(0.203) ali waaill Jalew dai o (16) &) Jsaadl Gan
dad CulSy dasedl adl) Jaadl) dDle A Joie axieS Ole¥) uew i€ oDlaall Liny b
(il G Josia (gpina 1 395 (e Ju Lea dunge 5L (0.451) Ggenm i) dalas
(Sig. = 0.000) Adlaiay! daill xic (97.268) Gulill Jales daid () (16) a8y Jsand) LS
Aal) Lpmpil) Jody cpaall dpiajh (mby in 138y (00 = 0.05) AV (s5isa (e aaal 2

(Al Jae il 8 Slanll Liny e L) aell (gginn 5 2ag) 1 as
dae il B oSlaal) Ly Cilalatll (o dugina IS g3 A1 aage ¥ sdall) das il duca il

A
elatl) Loy Ao cibleil) seuf jJasi¥) zisad paile :(17) Jotadl
. Std. Error of the

Model R R Square Adjusted R Square Estimate

1 .5392 291 .289 1.90441
Model Sum of Squares df Mean Square F Sig.
Regression 568.509 1 568.509 156.753 .000°

1 Residual 1385.426 382 3.627
Total 1953.935 383

spss26 Ao alde WL &alll dlae) (e 1 aadll

il e (%29) o Fn 1385 ¢(0.291) &l yaaill Jalew daid o (17) &) Jsaadl G
iy dasedl all HlaatV) ABle 5 Jwe puieS Calaledl) Gaw CulS Slaal) L)
O Jse g A 2sns o Ju Lae dinge UL (0.539) Osenn BLiY) dalaa dod
Sig. ) &llaa¥) deill xic (156.7538) Cpball dalas dad o (17) a8y dsandl G LS ¢y puiial)
il Jodig cprall dpash by ey 1385 (0= 0.05) AN (g5inn (3o sl 25 (=0.000
(A Jae i) 8 Dlanll L) Ao Calalaill 3l (gginn A angy) 1pan Al Al

B sShaall Liayg ddpaall cilassll Bysa Gou Lugina A8 53 AT aag ¥ rdondyl) duia)dl
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edland| Lz Ao dotil] Gapat ssniall Jliai¥) gisai paile :(18) sl

Model R R Square Adjusted R Square | Std. Error of the Estimate
1 .6232 .388 .382 1.77604
Model Sum of Squares df Mean Square F Sig.
Regression 758.452 4 189.613 60.112 .000°
1 Residual 1195.483 379 3.154
Total 1953.935 383
Model Unstandardized Coefficients Séiﬁggf;:g T Sig.
B Std. Error Beta
(Constant) 8.140 .948 8.587 .000
T galal) 181 .057 .193 3.177 .002
1 Aalaey) 167 .061 176 2.711 .007
oWy .045 .061 142 2.728 .004
cadalal) .309 .045 334 6.865 .000

spss26 Ao alae WL &alil slae) (e 1 aadll
Ly daxdll 83ga G g8 bl Ao Ja 985 (0.623) Lala WY1 Jalas &L (18) Jgaall e
clasdl) Baga o e Lo say ¢(0.388) il Jalea abis cAahall dae @il 3 oDlasl
g @llyg Auhall Jae il b laal) Liay b dbalad) il (e %39 i dudpaaal)
13y Asladl)

Y (;;u...// L@) =f+alX, (4...«_5.0.”/) + a2X, (@;wy/) + a3X; (ng’/) + adX, (_a.bL:...//)

Y = 8.140 + 0.181X, + 0.167X, + 0.045X; + 0.309X,

Y18 Jlahas sDlaall Liay 2y sl sang Jloher dpengalal) 2y o) WS ) Joal) (S Gams Lae
O 2 o) LS %17 aia eDlasll Liay o)) Loadd saslg sang laies dualaie¥) aa 3l LS
Gy Aadeg %31 i Dlaall Liay )y ilaladl) aay 3y LlSy %5 lata eDlaall Liay 3y
a o Jall e g cedlaal) Ly e Y1 Gun e L)) aladY1 G Y1 caglis Gaal
cedlanll Liay e Tl 5SY) sa cilalat)

oo sl g5 (Sig= 0.000) AlaaY! degll xie (60.112) i culall Jelas dai of LS
dogine AND 53 dgmg pes AU dewhl) Aacaydll (b e 135 ¢(0.05) AN (g
toal U ALl dacaydll Jsdy cdabal) Jae il Dlaall Liny (8 &b peadll clesdll 535l
Auhal) Jae il edaall L) b ddpaal) clasdl) Sagal Augine Y3 g3 i aag
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clalingy) .14
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