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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
frombooks,Journalsand 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 enhancingthe overall level
of customer satisfaction.
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**_ Correlation is significant at the 0.01 level (2-tailed).
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. Std. Error of the
Model R R Square Adjusted R Square Estimate
1 .520° 271 269 1.93141
Model Sum of Squares df Mean Square F Sig.
Regression 528.940 1 528.940 141.794 .000°
Residual 1424.994 382 3.730
Total 1953.935 383
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dae i) b edlaadl Laayg o) o Lugina AN 90 T aag ¥ AAGY Liejdl) duajdl

Slael Ly Ao Glall) sl 1y g dsai pasde ((16) Jsadl
. Std. Error of the

Model R R Square Adjusted R Square Estimate
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Model Sum of Squares df Mean Square F Sig.
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)
el Loy Ao cibleil seud laai¥ gigai paile :(17) Joadl
. Std. Error of the

Model R R Square Adjusted R Square Estimate

1 .539% 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
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Unstandardized Coefficients Standar@zed )
Model Coefficients T Sig.
B Std. Error Beta
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