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Service Quality Effects on Customer Satisfaction in Banking Sector. 

"Empirical Case of National Bank" 

Prepared by: Mohammad Saleh Ayyad. 

Supervisor: Dr. Ahmad Hirzallah 

Abstract:  

Banks in our contemporary world play an important role in the investment process 

and have an impact on the development and management of the economy at the local, 

regional, and international levels, and in various fields of development and 

investment. In response to the great and rapid environmental changes that have taken 

place in the world over the last two decades, and as a result of the renewed changes in 

the needs and desires of customers, many business organizations have started to 

develop their goals and strategies and continuously improve their programs in order to 

improve their performance. provided for continuity in this changing environment 

around the clock. The study aimed to determine the extent to which banks apply the 

concept of comprehensive quality management, as well as the nature of the 

relationship between the elements of comprehensive quality management, its degree, 

and the extent to which it enhances customer satisfaction. 

The researcher designed a special resolution to achieve the objectives of the study, 

whereby 500 random class samples were distributed to National Bank customers in 

the Jerusalem area and its suburbs for response, given the large size of the study 

community, 487 questionnaires were recovered, analyzed using the SPSS statistical 

program. 

The results showed that the banking services provided by Palestinian banks - the 

National Bank - enjoyed a high level of customer q1uality, in addition to the National 

Bank's highly sensitive, reliable, responsive, empathetic and secure banking services. 

These dimensions gained high levels of customer satisfaction, and the results showed 

an impact on the quality of banking services (tactile, reliability, response, empathy, 

security) combined on customer satisfaction. It also shows that there is a positive 

impact on customer satisfaction on individual areas (tactile, reliability, security). 

The bank's management must continuously develop and improve the technology used 

in the provision of services. It must also focus on human elements, attract them and 

train them to improve the quality of service, so as to ensure the speedy completion of 

transactions, reduce errors, increase the ability of employees to respond quickly to 

customers and solve their problems. Shortcomings and Resolution. 

Keywords: Quality, Reliability, Tangibilty, resposevness, Security, Empathy, 

Customer Satisfaction 
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0.000 

 

254.9504840.527

268.593486

14.541 2 7.271 

11.040 

 

0.000 

 

318.7564840.659

333.298486

24.328 2 12.164 

17.369 

 

0.000 

 

338.9444840.700

363.271486

10.448 2 5.224 

9.118 

 

0.000 

 

277.2884840.573

287.736486

14.665 2 7.333 

17.036 

 

0.000 

 

208.3274840.430

222.993486



78 
 

17.0360.000

α≥0.05

LSD

18.4LSD

-0.49170-
*

 0.000 

-0.25595-
*

 0.000 

0.49170
*

 0.000 

0.23574
*

 0.032 

0.25595
*

 0.000 

-0.23574-
*

 0.032 

-0.60961-
*

 0.000 

-0.16712-
*

 0.049 

0.60961
*

 0.000 

0.44248
*

 0.002 

0.16712
*

 0.049 

-0.44248-
*

 0.002 

-0.61228-
*

 0.000 

-0.20803-
*

 0.028 
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0.61228
*

 0.000 

0.40425
*

 0.010 

0.20803
*

 0.028 

-0.40425-
*

 0.010 

-0.77486-
*

 0.000 

-0.29686-
*

 0.002 

0.77486
*

 0.000 

0.47801
*

 0.003 

0.29686
*

 0.002 

-0.47801-
*

 0.003 

-0.53383-
*

 0.000 

-0.14540- 0.100 

0.53383
*

 0.000 

0.38842
*

 0.008 

0.14540 0.100 

-0.38842-
*

 0.008 

-0.60808-
*

 0.000 

-0.22044-
*

 0.004 

0.60808
*

 0.000 

0.38764
*

 0.002 

0.22044
*

 0.004 

-0.38764-
*

 0.002 
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5.2.4

α≥0.05

19.4

t

383 3.8745 0.85182 
0.6680.505 

104 3.8145 0.64607 
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0.668

0.505

α≥0.05

20.4

 
الانحراف المعيبري المتوسط الحسببي العدد 

54 3.9411 0.94372 

282 3.9565 0.77996 

151 3.6562 0.78771 

20.4

one way ANOVA

21.4
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21.4

9.248 2 4.624 

7.191 

 

0.001 

 

311.2164840.643

320.464486

7.1910.001

α≥0.05

LSD

22.4LSD

-0.01535- 0.897 

0.28489
*

 0.026 

0.01535 0.897 

0.30024
*

 0.000 

-0.28489-
*

 0.026 

-0.30024-
*

 0.000 
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α≥0.05

23.4

الانحراف المعيبري المتوسط الحسببي العدد  

300063 4.0185 0.58298 

3000400079 3.6774 1.12350 

4000345 3.8752 0.75606 

23.4

one way ANOVA

24.4
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24.4

4.296 2 2.148 

3.288 

 

0.038 

 

316.1684840.653

320.464486

3.2880.038

α≥0.05

LSD

25.4LSD

3000300040000.34113
*

 0.013 

40000.14329 0.196 

300040003000-0.34113-
*

 0.013 

4000-0.19784- 0.051 

40003000-0.14329- 0.196 

300040000.19784 0.051 
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3000300040003000

α≥0.05

26.4

الانحراف المعيبري المتوسط الحسببي العدد  

356 3.7639 0.80521 

38 4.3864 0.55094 

93 4.0215 0.82635 

26.4

one way ANOVA27.4

27.4
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16.240 2 8.120 

12.918 

 

0.000 

 

304.224 484 0.629 

 320.464486

12.9180.000

α≥0.05

LSD

28.4LSD

-0.62249-
*

 0.000 

-0.25756-
*

 0.005 

0.62249
*

 0.000 

0.36493
*

 0.017 

0.25756
*

 0.005 

-0.36493-
*

 0.017 
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 α≥0.05
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 α≥0.05
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:رزأٌف‌الإعزجبٔخ‌ِٓ‌خّغخ‌ألغبَ‌‌

 َزأٌف‌ِٓ‌ِؼٍىِبد‌ػٓ‌خٍفُخ‌اٌّغزجُجُٓ‌‌:القسم الأول

 اٌجٕظ: 
 ‌‌روش‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌أٔثً

 ٍٍّاٌّؤهً‌اٌؼ‌:
 ‌‌‌‌‌رىجُهٍ‌أو‌ألً‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌ثىبٌىسَىط‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌دساعبد‌ػٍُب‌

 ِغزىي‌دخً‌الأعشح‌‌:
 ‌شُم3000‌ً-‌2000شُم2000‌ِٓ‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌ًألً‌ِٓ‌

‌شُم‌4000‌‌ًشُمً‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌أوثش‌3000-4000‌ِِٓٓ‌

 ًّطجُؼخ‌اٌؼ:‌
 طبٌت‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌ِىظف‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌ػبًِ‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌‌ػبًِ‌فٍ‌إعشائًُ‌‌‌‌

سثخ‌ثُذ‌‌‌‌‌‌‌‌‌‌‌‌ػبطً‌ػٓ‌اٌؼًّ‌‌‌‌‌‌‌‌‌‌ِظٍحخ‌خبطخ‌

‌

 ِذي‌ِلائّخدسجخ‌اٌٍّّىعُخَزأٌف‌ِٓ‌ِجّىػخ‌ِٓ‌اٌفمشاد‌رذسط‌:‌القسم الثبني‌: 

ِىافك‌اٌغؤاي‌ اٌشلُ

ثشذح‌

اسفغ‌اسفغ‌ِحبَذ‌‌ِىافك‌

ثشذح‌

‌‌‌‌‌‌.اٌّظهش‌اٌؼبَ‌ٌٍجٕه‌والاثبس‌واٌذَىىس‌ِلائُ‌وجزاة-‌1

‌‌‌‌‌‌.لبػبد‌الأزظبس‌ِضودح‌ثأثبس‌ودَىىساد‌ِشَحه-‌2

رزُّض‌ِىبرت‌اٌّىظفُٓ‌ثبٌغشَخ‌واٌخظىطُخ‌-‌3

‌.اٌلاصِخ

‌‌‌‌‌

‌‌‌‌‌‌رزُّض‌اٌفشوع‌ثىجىد‌رجهُضاد‌وػذاد‌ِزطىسح‌-‌4

‌‌‌‌‌‌.َزُّض‌اٌؼبٍِىْ‌فٍ‌اٌجٕه‌ثحغٓ‌اٌّظهش-‌5

‌‌‌‌‌‌رزُّض‌ِشافك‌اٌجٕه‌ثبٌٕظبفخ‌اٌلاصِخ-‌6

َىفش‌اٌجٕه‌اٌزجهُضاد‌اٌلاصِخ‌ٌزوٌ‌اٌحبجبد‌‌-7

‌.اٌخبطخ

‌‌‌‌‌

َزلاءَ‌اٌّظهش‌اٌؼبَ‌ٌٍجٕه‌ِغ‌طجُؼخ‌اٌخذِبد‌‌-8

‌.اٌّمذِخ

‌‌‌‌‌

 ِذي‌ِلائّخدسجخ‌الاػزّبدَخَزأٌف‌ِٓ‌ِجّىػخ‌ِٓ‌اٌفمشاد‌رذسط‌:‌لثالقسم الثب‌: 

اسفغ‌اسفغ‌ِحبَذ‌‌ِىافك‌ِىافك‌اٌغؤاي‌ اٌشلُ
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ثشذح‌ثشذح‌

َمذَ‌اٌجٕه‌جُّغ‌اٌّؼٍىِبد‌اٌّزؼٍمخ‌ثبٌخذِبد‌-‌1

‌.اٌجذَذح

‌‌‌‌‌

ٍَزضَ‌ِىظفى‌اٌجٕه‌ثزٕفُز‌الاػّبي‌واٌخذِبد‌فٍ‌-‌2

‌.اٌىلذ‌اٌّحذد

‌‌‌‌‌

َحشص‌ِىظفى‌اٌجٕه‌ػًٍ‌رمذَُ‌اٌخذِبد‌ثبٌشىً‌-‌3

‌.اٌظحُح‌وِٓ‌اٌّشح‌الاوًٌ

‌‌‌‌‌

َهزُ‌ِىظفى‌اٌجٕه‌ثبعزفغبسد‌اٌضثبئٓ‌وَجُجىْ‌ػٕهب‌-‌4

‌.ثىً‌ِظذالُخ‌وشفبفُخ

‌‌‌‌‌

َهزُ‌اٌجٕه‌ثّشبوً‌اٌؼّلاء‌وشىبوَهُ‌وَحشص‌ػًٍ‌-‌5

‌.حٍهب

‌‌‌‌‌

َحزفظ‌اٌجٕه‌ثغجلاد‌دلُمخ‌حىي‌اٌؼٍُّبد‌اٌزٍ‌-‌6

‌.رجشٌ‌فُه

‌‌‌‌‌

‌

‌‌‌‌‌‌.َمذَ‌اٌجٕه‌خذِبد‌ِظشفُخ‌ِزٕىػخ‌وثبشىبي‌ِخزٍفخ‌-7

 ِذي‌ِلائّخدسجخ‌الاعزجبثخَزأٌف‌ِٓ‌ِجّىػخ‌ِٓ‌اٌفمشاد‌رذسط‌:‌رابعالقسم ال‌: 

ِىافك‌اٌغؤاي‌ اٌشلُ

ثشذح‌

اسفغ‌اسفغ‌ِحبَذ‌‌ِىافك‌

ثشذح‌

َحشص‌اٌجٕه‌ػًٍ‌اعزؼذاد‌اٌّىظفُٓ‌ثشىً‌دائُ‌-‌1

‌.ٌّغبػذح‌اٌؼّلاء

‌‌‌‌‌

‌‌‌‌‌‌.فزشح‌أزظبس‌اٌؼّلاء‌فٍ‌لبػبد‌الأزظبس‌لظُشح-‌2

َهزُ‌اٌجٕه‌ثبثلاؽ‌اٌؼّلاء‌ػٓ‌ِىاػُذ‌حظىٌهُ‌ػًٍ‌-‌3

‌.اٌخذِبد‌ثذلخ

‌‌‌‌‌

َهزُ‌اٌجٕه‌ثبٌشد‌ثشىً‌عشَغ‌ػًٍ‌شىبوي‌-‌4

‌.والزشاحبد‌اٌؼّلاء

‌‌‌‌‌

َىفش‌اٌجٕه‌اٌخذِبد‌اٌجٕىُخ‌ِٓ‌خلاي‌اٌمٕىاد‌اٌزارُخ‌-‌5

وثبٌزبٌٍ‌َىفش‌‌(..ثطبلخ‌اٌظشاف‌الاٌٍ,الأزشٔذ,)

‌.ولذ‌اٌؼّلاء

‌‌‌‌‌

‌‌‌‌‌َىفش‌اٌجٕه‌ِؼٍىِبد‌وبفُخ‌ػٓ‌ٔفغه‌وخذِبره‌ِٓ‌-‌6
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‌‌.خلاي‌اٌخذِبد‌الاٌىزشؤُخ

 ِذي‌ِلائّخدسجخ‌اٌزؼبطفَزأٌف‌ِٓ‌ِجّىػخ‌ِٓ‌اٌفمشاد‌رذسط‌:‌خبمسالقسم ال‌: 

ِىافك‌اٌغؤاي‌ اٌشلُ

ثشذح‌

اسفغ‌اسفغ‌ِحبَذ‌‌ِىافك‌

ثشذح‌

ٍَزضَ‌ِىظفى‌اٌجٕه‌ثحغٓ‌ِؼبٍِخ‌اٌضثبئٓ‌ورمذَش‌-‌1

‌.ظشوفهُ‌

‌‌‌‌‌

‌‌‌‌‌‌.ٍَزضَ‌ِىظفى‌اٌجٕه‌ثبحزشاَ‌اولبد‌اٌضثبئٓ-‌2

َؼغ‌ِىظفى‌اٌجٕه‌اٌّظٍحخ‌اٌؼٍُب‌ٌٍؼّلاء‌فٍ‌عٍُ‌-‌3

‌.اوٌىَبرهُ

‌‌‌‌‌

‌‌‌‌‌‌رزلاءَ‌عبػبد‌اٌؼًّ‌فٍ‌اٌجٕه‌ِغ‌اولبد‌اٌؼّلاء-‌4

َهزُ‌ِىظفى‌اٌجٕه‌ثبٌؼّلاء‌اهزّبِب‌ٍَُك‌ثمُّزه‌وؼًُّ‌-‌5

‌.ثؼُذا‌ػٓ‌اسطذره

‌‌‌‌‌

َىفش‌اٌجٕه‌اٌخذِبد‌اٌلاصِخ‌ٌٍؼّلاء‌روٌ‌-‌6

‌.الاحزُبجبد‌اٌخبطخ‌ثىً‌ِهُٕخ

‌‌‌‌‌

‌

َهزُ‌اٌجٕه‌ثزمذَُ‌اٌخذِبد‌اٌلاصِخ‌ٌٍّؼزّذَٓ‌اثٕبء‌‌-7

‌.إٌّبعجبد‌وبلاػُبد‌واٌؼطً‌اٌشعُّخ

‌‌‌‌‌

َهزُ‌ِىظفى‌اٌجٕه‌ثزمذَُ‌اٌحٍىي‌إٌّبعجخ‌وإٌظُحخ‌‌-8

‌.ٌٍؼّلاء‌ثىً‌ٔضاهخ‌وشفبفُخ

‌‌‌‌‌

 

 ِذي‌ِلائّخدسجخ‌الاِبَْزأٌف‌ِٓ‌ِجّىػخ‌ِٓ‌اٌفمشاد‌رذسط‌:‌سبدسالقسم ال‌: 

ِىافك‌اٌغؤاي‌ اٌشلُ

ثشذح‌

اسفغ‌اسفغ‌ِحبَذ‌‌ِىافك‌

ثشذح‌

‌‌‌‌‌‌.عٍىن‌ِىظفٍ‌اٌجٕه‌َشؼش‌اٌؼّلاء‌ثبٌثمخ‌والاِبْ-‌1

ٍَزضَ‌ِىظفى‌اٌجٕه‌ثبٌغشَخ‌اٌّظشفُخ‌فُّب‌َخض‌-‌2

‌.ثُبٔبد‌وخظىطُبد‌اٌؼّلاء

‌‌‌‌‌

َىفش‌اٌجٕه‌اٌّؼٍىِبد‌اٌىبفُخ‌ٌلاجبثخ‌ػٓ‌اعئٍخ‌-‌3

‌.اٌؼّلاء‌فٍ‌اٌىلذ‌إٌّبعت

‌‌‌‌‌

‌‌‌‌‌‌.رظهش‌الاداسح‌اهزّبهب‌ثبٌؼّلاء‌وثشىً‌ِغزّش-‌4
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‌‌‌‌‌‌.َحبفظ‌اٌجٕه‌وِىظفُه‌ػًٍ‌اعشاس‌اٌؼّلاء-‌5

اٌشد‌اٌفىسٌ‌ٌٍحبلاد‌اٌطبسئخ‌ٌٍؼّلاء‌َؼطٍ‌شؼىس‌-‌6

‌.ثبلاِبْ‌فٍ‌اٌخذِبد‌اٌزٍ‌َمذِهب‌اٌجٕه

‌‌‌‌‌

‌

 ِذي‌سػب‌اٌؼّلاء‌ػٓ‌اٌخذِبد‌َزأٌف‌ِٓ‌ِجّىػخ‌ِٓ‌اٌفمشاد‌رذسط‌:‌سببعالقسم ال‌
 :اٌّظشفُخ‌

ِىافك‌اٌغؤاي‌ اٌشلُ

ثشذح‌

اسفغ‌اسفغ‌ِحبَذ‌‌ِىافك‌

ثشذح‌

اػزجش‌ٔفغٍ‌ساع‌ػٓ‌اٌخذِبد‌اٌّظشفُخ‌اٌّمذِخ‌-‌1

ٌٍ.‌

‌‌‌‌‌

أظح‌اهٍٍ‌واطذلبئٍ‌وصِلائٍ‌ثبٌزؼبًِ‌ِغ‌-‌2

‌.اٌّظشف‌اٌزٌ‌ارؼبًِ‌ِؼه

‌‌‌‌‌

اسي‌اْ‌عشػخ‌أجبص‌اٌخذِبد‌َحمك‌ِغزىي‌ػبٌٍ‌-‌3

‌.ِٓ‌اٌشػب

‌‌‌‌‌

َمذَ‌اٌّظشف‌اٌخذِبد‌اٌّظشفُخ‌ثّغزىي‌ساق‌-‌4

‌.ثهذف‌اسػبء‌اٌؼّلاء

‌‌‌‌‌

َهزُ‌اٌجٕه‌ثبٌذلخ‌فٍ‌رمذَُ‌اٌخذِبد‌ِّب‌َغبهُ‌فٍ‌-‌5

‌رؼضَض‌سػبهُ

‌‌‌‌‌

اهزّبَ‌اٌجٕه‌ثشىبوٌ‌اٌؼّلاء‌واٌغشغخ‌فٍ‌حٍهب‌َضَذ‌-‌6

‌ِٓ‌سػب‌اٌؼّلاء‌وولائهُ‌ٌٍجٕه

‌‌‌‌‌

‌

‌

 :ِلاحظبد‌أخشي‌رىد‌روشهب‌

-----------------------------------------------------------------------------------------------------------------

-----------------------------------------------------------------------------------------------------------------

-----------------------------------------------------------------------------------‌

‌

‌

‌أشىش‌ٌىُ‌حغٓ‌رؼبؤىُ‌

‌

‌
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‌
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‌

‌

‌

‌

‌
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‌
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 انصفحة انمحتوى 

أ  

ب 

ج 

ه 

ز 

ي 

 

1.11 

2.12 

3.13 

4.14 

5.15 

7.15 

8.16 

9.16 

 

2.28 

1.2.28 

2.2.29 

3.2.210 

4.2.211 

5.2.211 

6.2.213 

7.2.217 

8.2.219 
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9.2.220 

10.2.220 

11.2.221 

1.223 

1.1.223 

2.1.234 

3.1.239 

4.1.239 

5.1.240 

 

1.341 

2.341 

3.342 

4.342 

5.343 

6.344 

7.345 

8.346 

9.347 

10.347 

 

1.448 

2.449 

1.2.449 

2.2.457 

3.2.459 

4.2.461 

5.2.476 
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1.583 

2.588 

3.588 

4.590 

5.596 

 

 

 قائمة انجداول 

 

 
 

 

1.2 36 

1.345 

2.345 

3.346 

4.3Pearson Correlation47 

5.3Pearson Correlation48 

6.349 

1.452 

2.453 

3.454 

4.456 
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5.457 

6.459 

7.460 

8.4Regression62 

9.464 

10.466 

11.467 

12.4LSD68 

13.470 

14.471 

15.4LSD73 

16.474 
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17.476 

18.4LSD77 

19.479 

20.480 

21.481 

22.4LSD81 

23.482 

24.483 

25.4LSD83 

26.484 

27.485 

28.4LSD85 
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 قائمة الاشكال

 
 

 

1.16

 

 
‌

‌


