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il
Frequency | Percent Valid Percent | Cumulative
Percent
S 22 64.7 64.7 64.7
valid 12 35.3 35.3 100.0
Total |34 100.0 100.0
oyl
Frequency | Percent Valid Percent | Cumulative
Percent
2041354 |12 35.3 35.3 35.3
351503 |11 324 324 67.6
Valid )
S8l e 50 i 11 324 324 100.0
Total 34 100.0 100.0
& gl
Frequency | Percent Valid Percent | Cumulative
Percent
rEk 3 8.8 8.8 8.8
oibesd 18 52.9 52.9 61.8
Valid
o lle 113 38.2 38.2 100.0
Total 34 100.0 100.0
3l
Frequency | Percent Valid Percent | Cumulative
Percent
g5 |14 41.2 41.2 41.2
5154w 19 26.5 26.5 67.6
Valid )
281 5e 15 A 11 32.4 324 100.0
Total 34 100.0 100.0
Variables Entered/Removed®
Model | Variables Variables Method
Entered Removed
L Clllis 5 gall Enter
Ll

a. Dependent Variable: ¢\Y! b yadll

b. All requested variables entered.
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Descriptives

el G adl
N Mean Std. Std. Error | 95% Confidence Minimu [ Maximum
Deviation Interval for Mean m
Lower Upper
Bound Bound

gl 3 35.3333 | 1.52753 |.88192 31.5388 [39.1279 |[34.00 37.00
ol 18 38.0000 |3.08697 |.72761 36.4649 [39.5351 |31.00 42.00
clul alle 113 36.0769 |3.04033 |.84324 34.2397 (37.9142 (31.00 41.00
Total 34 37.0294 [3.08943 |[.52983 35.9515 [38.1074 |[31.00 42.00
Test of Homogeneity of Variances
oY) & juadl

Levene Statistic | dfl df2 Sig.

1.027 2 31 .370

ANOVA
Y b eaall

Sum of Squares | Df Mean Square F Sig.

Between Groups 37.381 2 18.690 2.087 141

Within Groups 277.590 31 8.955

Total 314.971 33

Descriptives
Y el

N [ Mean Std. Std. Error | 95% Confidence Interval | Minimu | Maximum
Deviation for Mean m
Lower Upper
Bound Bound

Ji 5 elan |14 [38.1429 |3.32490 |.88862 36.2231 | 40.0626 31.00 42.00
5154w |9 |36.7778 |3.49205 |1.16402 |34.0935 |39.4620 31.00 41.00

»SPoge 154 |11 |35.8182 [1.99089 |.60028 34.4807 | 37.1557 32.00 39.00
Total 34 [37.0294 |3.08943 |.52983 35.9515 [38.1074 31.00 42.00
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Test of Homogeneity of Variances

Sl L padll
Levene Statistic | dfl df2 Sig.
2.547 2 31 .095
ANOVA
Y i peaall
Sum of Squares | df Mean Square F Sig.
Between Groups 34.064 2 17.032 1.880 .170
Within Groups 280.906 31 9.061
Total 314.971 33
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Ohlae Aglas 5 lga®i (ol 8 oSl gaad lgpsdy Lo Wlle ) Adjadll cilasdl) 8 535al)
eIV gime Cpend ) Caags ) ALLED Bagaldl 5y Al Lsaal @y Ua (e cJaenl) e
dglee Jeudt Al Olojtinall o cobilanal) 50 e copeal) Aglae ) Auhall oda cian 13 ¢ juadll
Lideld jladly cdusale dulagl 230 ) a5 Lea LalisSay Alaldll 33501 3)3) fo0bee ( Je il
Ao ol o8 Ghlain) Pla e el dnaey dadlll cVS e Aol Ligia) due Gaia
((SPSS) Liliasy¥) ajall maliy alatinly (mg sl lidls cildarall Jilat 25 Slale 45 (e ()55
el Julls cCopadl 8 dlellly 50 WSl 3a5 8 o ,ih clillaa) s3gd o duhall cadl cua
o)y iy e Dleall Loy dgle 3ty (o2 V) cdadiall daddll 325 (g5ine (e
syl 613V ALLEN 3a5al) 5)1) agall (A paall cilardl) daliial) sy

Abstract:

Total Quality Management has a vital and effective role in solving the problems
that prevent high quality access to the banking services, which are often challenged
to control their delivery costs and to try keeping up with customer expectations.
That’s why the purpose behind the present study is trying to identify the most
important requirements that facilitate the interaction between the principles of
TQM and its components leading to positive results, and to test their effectiveness
within a studied sample from the agencies active in the city of M'sila out of The
questionnaire that was distributed to a sample of 45 workers, The data were
analyzed and the hypotheses were tested using the SPSS. The study proved that
these requirements have a strong impact on the efficiency and effectiveness of the
bank and thus increase the level of quality of service provided, which will result in
customer satisfaction and loyalty.

Key-words: Banking Services, Quality, Total Quality Management, Banking
Performance.




