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Reliability Statistics
Cronbach's Alpha Part1 |Value 931
N of Items 122
Part2 |Value 920
N of Items 11°
Total N of Items 23
Correlation Between Forms 923
Spearman-Brown Coefficient Equal Length 960
Unequal Length 960
Guttman Split-Half Coefficient 955
a. The items are: Q1, Q2, Q3, Q4, Q5, Q6, Q7, Q8, Q9, Q10, Q11, Q12.
b. The items are: Q13, Q14, Q15, Q16, Q17, Q18, Q19, Q20, Q21, Q22, Q23.
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Spearman-Brown Coefficient Equal Length 960
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Guttman Split-Half Coefficient 955

a.Theitemsare: Q1, Q2, Q3, Q4, Q5, Q6, Q7,Q8, Q9,Q10, Q11, Q12.

b. The items are: Q13, Q14, Q15, Q16, Q17, Q18, Q19, Q20, Q21, Q22, Q23.
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Abstract :

The objective of this study is to identify the impact of quality banking service, which is five dimensions
(reliability, tangible, responsiveness, security and empathy) to the satisfaction of customers of the Algerian People's Loan
Bank (CPA), M’sila Agency.

The survey population consisted of customers who benefited from the banking services of the Algerian People's
Loan Bank, M'sila Agency, the State of M'sila, Algeria, and the questionnaire was used as a means of obtaining data. A
questionnaire consisting of of 23 phrases was designed and the data was collected and analyzed using the SPSS statistical
program. Version 25, consisted of 70 customers of the bank, 65 questionnaires, was retrieved, and 50 non-refundable
forms were lost 93%, analyzed 56 questionnaires, and 10 non-verifiable forms were excluded.

The study found that there is a positive impact on the quality of the banking service provided (reliability,
tangible, responsiveness, security and empathy) It was found that security is the most influential impact on customer
satisfaction, while the most powerful dimension of the Algerian People's Loan Bank (CPA), M'sila Agency in terms of
quality is that reliability and the weakest dimension tangible.

The study also found that there are no statistically significant differences in the tariff variables (sex, age,
educational level, profession, years of dealing with the bank).

Based on the results of the study, several suggestions were made of attention to the palpable dimension, being the weakest
aspect of quality, with the Algerian People's Loan Bank (CPA) and M'sila Agency, while strengthening strengths and
improving weaknesses in other dimensions.

Keywords: Quality of Banking Service, Customer Satisfaction, Popular Loan Bank of Algeria CPA M'sila Agency.
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