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Transformational leadership and its impact on the quality of banking
services offered by the Bank of Palestine from the viewpoint of the
executive management.

Prepared by: Dauod Abdel Rauof Mahmoud Odeh.

Supervisor: Dr. lyad Khalifa.

Abstract:

The research aims to identify the transformational leadership and its impact on the quality
of banking services offered by the Bank of Palestine from the viewpoint of the executive
management, and to achieve the aim of the research, the researcher designed a
questionnaire consisted of (98) items distributed to the employees in the Bank of
Palestine at the executive and administrative levels and they are (81 ) (the regional
managers and branch managers and directors of offices, observers branches) spread over
57 branches and offices in the period between March to June 2016, The researcher used
the descriptive and analytical approach made a comprehensive survey of the research
community using a questionnaire as a tool for research data collection, which
included two transformational leadership with its five dimensions (the ideal effect, the
inspired stimulation, individual considerations, intellectual stimulation, empowerment)
and the quality of banking services five dimensions (tangible elements, reliability, speed
of response, safety, attention). The research found the following results:

The degree of application of the executive management at the Bank of Palestine to the
pattern transformational leadership dimensions (ideal influence, inspirational motivation,
and individual considerations, intellectual stimulation, empowerment) were too high in
terms of the mean (4.28).

The degree of ownership by the Bank of Palestine to the quality of banking services
dimensions (tangible elements, reliability, responsiveness, safety, attention) is very high
in terms of the mean (4.137).

The existence of the effect of the dimensions of transformational leadership and the total
score of the dimensions of the quality of banking services, where the statistical
significance of the value of Spearman coefficient for all dimensions less than the level
(0.05).

The search pointed that the differences in transformational leadership at the executive
management at the Bank of Palestine according to the sex variable was the response in
favor of the (male), and depending on the age variable was in favor of the older group (51
years and older), and depending on the qualification of the variable was in favor of the

J



(master's and above). and years of experience were in favor of (5 years or less), and
depending on the variable named career was in favor of the (observer branch), and
depending on the variable region was in favor of the (Gaza region).

Most recommendations were talking about the need to promote reliance on
transformational leadership style in the Bank of Palestine as a method of management
based on cooperation and integration of roles, more attention to the objectives of the bank
and achievement and engage leaders and employees to achieve the vision of the bank that
advance on all parties, and a focus on continuing education and to provide specific
training for workers during the atypical courses and measure the benefit of these courses
and its effects to work, pay attention to the element of feminist and increase the rate of
the leaders in the executive management of the females, and caring for the employee and
in turn, and that person has feelings and motivate them morally and financialy to get part
of the profits as a result of their competence and their distinctiveness and their
commitment to work.

The paper also recommended to assign the task of developing the tangible elements of
executive management and employees to achieve the convenience of customers, and
work on the development of modern methods of measuring the time of service for
customers which enhances the satisfaction they have to focus on electronic services for
providing the time, effort and money, and the executive management in the Bank of
Palestine attract new employees who are characterized by competence and expertise in
banking and working with high accuracy and speed, as the research recommended on the
need to provide many of the windows services and the development of windows new
services for women and people with special needs and to facilitate communication with
the bank, maintain a permanent readiness to work at all times and circumstances even if
that need working in the holidays and after office hours.

The research recommended to the importance of conducting further research and studies
on transformational leadership and its impact on the quality of banking services in other
banks and from a customer's point of view and usenew metrics to measure the quality of
banking service.
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140 P Gpands 3 BV dal) gl Glasage o lall Jaxa | (47.4)
2011 2008 ale (ye 55l

141 P cdandd & IV dall Sl lagage o bl Jas | (48.4)
2015 ~2012 ale ¢y 35l

142 Slo el aua alands 8 BV el @l s | (49.4)

2015 Ao ciagnsdl
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JWEN Luyed

iaiall Gsinall Jall g,
9 Sy sl zasai | (1.1)
47 saeall al | (2.2)
90 ouind) il led Auhall adine Cias | (3.3)
91 el aaial e Al adine Caas | (4.3)
92 ealal) Jagall el lai Aupll adine Ciag | (5.3)
93 5yl Gl juaial ladi Auhall adine Ciay | (6.3)
94 il el yial lag Al asine Cias [ (7.3)
96 falaial) il Lag Al adine Cams [ (8.3)
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il giaall (uygd

dadall £ 32 gal ad )
i SLEYS
- RSy S5
¢ Ll LA Gl ails
5 Apalaty) A5lL Gl sl
dafpal) Adls g Y Juadl
s | 1.1
4 Gyl dia | 2.1
5 Al | 3.1
6 Gl Galaal | 4.1
7 Sl el | 5]
8 C'_t;..\l\ J}J& 6.1
8 Gl Gilaasa | 7.1
9 Cltias Gl 735031 8.1
9 Cadl s | 9]
Al cilaally gl Uy @ G Juadl)
11 el | 1.2
13 Al saladll | 2.2
13 Ayl 3alal) aseda | 1.2.2
17 Ayl satall sl | 2.2.2
22 Alsanll 5ol sl | 3.2.2
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23 Lo st | 1.3.2.2
24 el )yl | 2.3.2.2
25 eyl et | 3.3.2.2
27 L3l lylieyl | 4.3.2.2
28 osall | 5.3.2.2
32 Al eanl) salall Al | 4.2.2
38 sagall | 3.2

38 33sall aseia| 1.3.2
40 3asall asgia pelai| 2.3.2
45 3a5alls alaia¥l 85 pa | 3.3.2
50 b padl daaall | 4.2

50 ddpad dedl) aseia | 1.4.2
53 Wb padl dordll sasa | 2.4.2
56 L peadl dardll (ailas | 3.4.2
58 ol 5 48 paall deadll 3aga el | 4.4.2
65 cphaudi iy [ 5.2

69 LiaVs el dnldl bl | 6.2

69 Al bl | 1.6.2
78 LoaY) cluball | 2.6.2
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87 Al bl e cudes | 3.6.2
Gaal) Gl Gl Juadl)
89 wai| 1.3
89 Gl adina | 2.3
96 Gl zea | 3.3
96 Gl slal | 4.3
97 3N Gaa| 5.3
08 N @l | 6.3
99 Gl Gl el [ 7.3
100 idlaayl daldl | 8.3
dal) il sagll) Juadl
101 IV Jlsadly dalaiall ilaal) | 1.4
107 S lgaally Ailail) ilial) | 2.4
113 G Jlgadly dalaiall il | 3.4
118 bl ey dabeial) bl | 4.4
123 Araall g Uailly Lgi)laay cplandd ol 4Ll bl | 5.4
il gilly cilalifiad )y bl Ad8lia @ ualdd) Juadl
145 bl il | 1.5
145 IV Jimally Adlaiall milial) Ailia | 1.1.5
147 S Jlgaally Ailaial) geilial) Al | 2.1.5
148 AN Jlgaally Aalaiall ilinl) Aidlia | 3.1.5
151 eV Dl dilail) i) AiBlie | 4.1.5
153 alatwy | 2.5
155 Slagll| 3.5
157 balls Haladl)
168 okl
181 GO e
182 Jglaall Lsed
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Gl ginall (ayed
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