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Abstract

The study examined the quality of services and their impact on customer
satisfaction.
The problem of the study in the fundamental question was: What is the impact of
quality of services on achieving customer satisfaction?
The aim of the study was to identify the concept of quality of services, their
dimensions and customer satisfaction, and to identify the customers' evaluation of
the quality of the services provided to them. The aim was to provide a database
that helps the organization's management to measure the quality of its services and
identify the most important dimensions that customers attach to the importance of
Development priorities when needed.
The study tested the following hypotheses:
— There is a statistically significant relationship between service dimension and
customer satisfaction.
— There is a statistically significant relationship between service reliability and
customer satisfaction.
— There is a statistically significant relationship between response and customer
satisfaction.
— There is a statistically significant relationship between safety and customer
satisfaction.
— There is a statistically significant relationship between empathy and customer
satisfaction.
The study followed the analytical descriptive approach and the historical approach.
The study reached several results, the most important of which are:
— The equipment and devices used in the performance of modern and sophisticated
service.
— The customer's inquiries and complaints are immediately answered by the bank.
— The Bank places the interest of customers at the forefront of senior management
concerns.
The study also came out with many recommendations, the most important of which

are:



— The Bank's management must constantly develop and improve the technology
used in the provision of services, and strive to acquire the best and latest
technological means used in the field of banking services.

— The bank must listen to customers and receive their inquiries and complaints and
the speed of resolution.

— The Bank's senior management should place the customer's interest at the

forefront of its interests.
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