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Supervised by: Dr. Ahmad Herzallah.
Abstract :

The aim of this study was to determine the quality of banking services and its
relationship with customer satisfaction at the Arab Islamic Bank. To achieve
the study objectives, a descriptive-analytical approach was used as it suited
the study's context. A questionnaire was designed, consisting of 62 items
distributed across two axes and six sub-domains. The questionnaire exhibited
an appropriate level of reliability for the overall degree of quality of banking
services at the Arab Islamic Bank, with a coefficient of approximately 0.97,
and for the customer satisfaction axis, with a coefficient of 0.95.

The study population consisted of all small and medium-sized project owners
who received funding for their projects from the Arab Islamic Bank in the
Ramallah and Al-Bireh Governorate, totaling 875 individuals. The study was
conducted on a sample of 260 clients who obtained funding for their small
and medium-sized projects from the Arab Islamic Bank, using a systematic
random sampling method.

The study results indicated that the overall level of quality of banking services
in Palestinian Islamic banks was high, with an overall mean score of 4.26,
indicating a very high rating. Similarly, the overall level of customer
satisfaction at the Arab Islamic Bank was high, with an overall mean score of
4.27, also indicating a very high rating. A significant relationship was found
at a significance level of (a<0.05) between the level of quality of banking
services and customer satisfaction in Islamic banks. Furthermore, significant
effects were found at a significance level of (a<0.05) for the level of quality of
banking services, based on its dimensions (tangibility, reliability, security,
confidentiality, responsiveness, empathy), on customer satisfaction in Islamic
banks. Moreover, no significant differences were found at a statistical
significance level of (a<0.05) in the opinions of the respondents regarding the
level of quality of banking services and its relationship with customer
satisfaction among small and medium-sized project owners in Palestinian
Islamic banks in terms of variables such as gender, educational qualification,
bank branch, project capital, and project activity.

The study recommended increasing focus on modern technological techniques
for delivering banking services and continuous development to facilitate
communication with customers, ensure prompt responsiveness, and provide
banking services. It also emphasized the regular measurement of the quality
of services provided by the Arab Islamic Bank using various measurement



methods, aiming to provide the bank's management with an indicator of the
development of service quality from the customers' perspective. Additionally,
it advised enhancing the Arab Islamic Bank's management focus on building
trust with customers, listening to their complaints, and resolving their issues
by establishing an electronic complaints unit. The study also suggested
continuous efforts to reduce the costs of obtaining banking services for small
and medium-sized projects and strengthening marketing efforts to raise
awareness among customers about the banking services provided by the Arab
Islamic Bank through diverse marketing channels and promotional brochures
clarifying the service conditions and procedures for obtaining them.
Furthermore, it recommended utilizing social media and smartphones in the
marketing process.

Keywords: service, quality of banking services, customers, Islamic
banking, small and medium enterprises.
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**Correlation is significant at the 0.05 level (2-tailed)
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**Correlation is significant at the 0.05 level (2-tailed)
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GLAAY) Cadsl 5yshiiag el Jola apaily agfi Al A jenall Aaladl) (o paall adii 2 WS
s Al Al 3lsall Canagi oy Gl lgd st e ) Gyl e Alealls dududlly
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**Correlation is significant at the 0.05 level (2-tailed)
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**Correlation is significant at the 0.05 level (2-tailed)
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**Correlation is significant at the 0.05 level (2-tailed)
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O s ((0<0.05) vie dagpidl dglasy) AVA ded e el dedll o34y (0.53)
ol Apliia agh ilisius agaal ) 1S3 1T lsu el L) il gl ¢Dlaal)
Sle Gl 513 payat Cus o pall LY Gl e agaylial Ladial) Cileddl) s3sa (55t
Al adiad Cua agall Lalal) ala¥) cdlia) e elidly Lalall cladd) b saeall e
A dsasl duw Jale dSi e gy dpppll ddll shlia 8350000 g )8 slag) e el
Glalia¥ dple (5805 Blaally 2aaally 50d 43558 dipae Gledd auafiy i) Dlee aen
alaaiin) w13 (Jpanll Ulall Aaliadl) ailygls) dasia 3 aay Gl ()8 GUA 28UV (o Lenll
L] Bnaa b Jaa)l P e s JS50 Leapafiy Glaodl) 325 Caeail de gTia bl
S oy bl Glacal clalal el Cusiiny LS ceaia Jagyd gpaad P e
Gl 3aaty aliadl eda auii DA e agrpliad sd e Jpanll 3 agine bl
sl eVl e 38V ae disall mie Glehal ol 2 & ey clgr daaldll dalamy)
g i) alage Jabay Ayl o3a Play Gl caibafiilly sl e aiyndy Joall
Sy Al laadll o i gy i) gy LS LS Ay eDleally Lalil) cilaglall
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