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Reliability Statistics
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Reliability Statistics
Cronbach's Alpha N of Items
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{94l g saaa Reliability Statistics

Cronbach's Alpha N of Items
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g il oS L gl pams (bl gl JLER) 103 aB ) Galall

M1 M2 TOTAL
N 38
Normal Parameters®® Mean |3,7741 |3,7403 | 3,6702
Std. |1,0836 | 1,0883 | 1,07914
Deviatio
n
Most Extreme Differences Absolut | ,132 124 ,109
e
Positive | ,158 ,126 ,109
Negativ | -,116 | -,132 -,091
e
Kolmogorov-Smirnov Z , 735 ,688 ,732
Asymp. Sig. (2-tailed) ,652 ,731 ,613

bl il aiY) g oluad) b giall Gl 204 eéJ caadal)

One-Sample Statistics

Std. Error
N Mean Std. Deviation Mean
q1l 38 3,8852 1,21429 ,16524
q2 38 3,7333 1,30312 17733
q3 38 3,6741 1,03890 ,14138
q4 38 3,9074 1,13717 ,15475
q5 38 3,9074 1,10349 ,15017
q6 38 3,9815 1,17346 ,15969
q7 38 3,9815 ,94151 ,12812
q8 38 3,5000 1,24005 ,16875
q9 38 4,2037 ,99773 ,13577
q10 38 3,4667 1,02331 ,13926
q11 38 3,6333 1,25893 17132
q12 38 3,5000 1,18162 ,16080
q13 38 3,8148 1,06530 ,14497
q14 38 3,7222 ,98415 ,13393
q15 38 3,6259 1,09634 ,14919
q16 38 3,5370 1,16089 ,15798
q17 38 3,8593 1,13578 ,15456
q18 38 3,7704 1,24834 ,16988

1Y) Lsaad)



q19 38 4,1667 ,94669 ,12883
q20 38 3,8704 1,18236 ,16090
q21 38 3,7556 1,23879 ,16858
q22 38 3,6481 1,01233 ,13776
q23 38 3,5630 1,14452 ,15575
q24 38 3,6074 1,26668 ,17237
q25 38 3,8370 1,18103 ,16072
q26 38 3,9444 ,89899 ,12234
b1 38 3,8815 1,11881 ,15225
b2 38 3,7667 1,02331 ,13926
b3 38 3,7593 1,07852 ,14677
b4 38 3,7407 1,09640 ,14920
b5 38 3,8222 1,13448 ,15438
b6 38 3,8159 1,08641 ,14784
b7 38 3,7667 1,17826 ,16034
Jailgaall 38 3,7741 1,08365 ,14747
One-Sample Statistics
Std. Error
N Mean Std. Deviation Mean
Q27 38 3,4839 1,09151 ,19604
Q28 38 3,6129 1,20215 ,21591
Q29 38 3,8387 1,03591 ,18606
Q30 38 3,8710 1,20394 ,21623
Q31 38 4,0645 ,99785 ,17922
Q32 38 3,9677 1,01600 ,18248
Q33 38 4,0645 1,03071 ,18512
Q34 38 3,7097 1,16027 ,20839
Q35 38 4,0000 1,21106 ,21751
Q36 38 3,8065 1,16674 ,20955
Q37 38 3,4839 1,26151 ,22657
Q38 38 3,4194 1,08855 ,19551
Q39 38 3,5484 1,20661 ,21671
Q40 38 3,4516 1,05952 ,19030
Q41 38 3,7742 1,20304 ,21607
Q42 38 3,7097 1,13118 ,20317
Q43 38 3,9677 1,04830 ,18828
Q44 38 3,5161 1,09151 ,19604
Q45 38 3,9677 1,07963 ,19391

1 AG gaall
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g.'ali'd\ Lsaall

TOTAL

38 3,5484
38 3,7403
38 3,6702

1,28682
1,08830
1,07914

,23112
,19546
,19382

3aa) g de ganal Cuid gi a j g8 JLER) 105 ad) Galall

1Y) Lgaall
One-Sample Test
Test Value =3
95% Confidence Interval of the

t Df Sig. (2-tailed) Mean Lower Upper
q1i 3,276 37 ,002 3,8852 2,8537 3,5166
q2 3,797 37 ,003 3,7333 29777 3,6890
q3 4,207 37 ,003 3,6741 2,2905 2,8576
q4 4,250 37 ,001 3,9074 3,5970 4,2178
q5 4,021 37 ,000 3,9074 3,6062 4,2086
q6 4,933 37 ,001 3,9815 3,6612 4,3018
q7 3,075 37 ,000 3,9815 3,7245 4,2385
q8 3,741 37 ,002 3,5000 3,1615 3,8385
q9 3,961 37 ,001 4,2037 3,9314 4,4760
q10 4,740 37 ,000 3,4667 2,8874 3,4460
qi1 4,457 37 ,003 3,6333 2,9897 3,6770
q12 6,876 37 ,000 3,5000 3,6775 4,3225
q13 5,315 37 ,001 3,8148 3,5240 4,1056
ql4 5,060 37 ,001 3,7222 2,9536 3,4908
q15 6,314 37 ,001 3,6259 3,6267 4,2252
q16 4,390 37 ,000 3,5370 3,2202 3,8539
q17 3,087 37 ,000 3,8593 2,9492 3,5693
q18 3,840 37 ,002 3,7704 3,0296 3,711
q19 4,343 37 ,000 4,1667 3,9083 4,4251
q20 5,055 37 ,000 3,8704 3,5476 4,1931
q21 3,092 37 ,000 3,7556 3,2174 3,8937
q22 6,482 37 ,000 3,6481 3,3718 3,9245
q23 4,234 37 ,000 3,5630 3,1506 3,7754
q24 3,768 37 ,002 3,6074 3,0617 3,7531
q25 3,897 37 ,003 3,8370 2,7147 3,3594
q26 4,068 37 ,000 3,9444 2,6991 3,1898
b1 4,210 37 ,001 3,8815 3,0761 3,6869




b2 5,049 37 ,000 3,7667 3,4874 4,0460

b3 4,932 37 ,001 3,7593 3,3649 3,9536

b4 4,402 37 ,001 3,7407 3,3415 3,9400

b5 3,167 37 ,000 3,6222 3,126 3,7319

b6 3,672 37 ,000 3,3519 3,0553 3,6484

b7 3,244 37 ,002 3,7667 3,2451 3,8883

Ja¥). ssaal) 3,237 37 ,001 3,7741 3,2783 3,8699

;gim\ Jgaall
One-Sample Test
Test Value =3
95% Confidence Interval of the
Mean Difference
t df Sig_]. (2-tailed) Difference Lower Upper

Q27 2,468 37 ,010 ,48387 ,0835 ,8842
Q28 2,839 37 ,008 ,61290 1720 1,0539
Q29 4,508 37 ,000 ,83871 ,4587 1,2187
Q30 4,028 37 ,000 ,87097 ,4294 1,3126
Q31 5,940 37 ,000 1,06452 ,6985 1,4305
Q32 5,303 37 ,000 ,96774 ,5951 1,3404
Q33 5,750 37 ,000 1,06452 ,6864 1,4426
Q34 3,406 37 ,002 , 70968 ,2841 1,1353
Q35 4,597 37 ,000 1,00000 ,5558 1,4442
Q36 3,848 37 ,001 ,80645 ,3785 1,2344
Q37 2,136 37 ,011 ,48387 ,0211 ,9466
Q30 2,145 37 ,010 ,41935 ,0201 ,8186
Q39 2,530 37 ,017 ,54839 ,1058 ,9910
Q40 2,373 37 ,014 ,45161 ,0630 ,8402
Q41 3,583 37 ,001 , 77419 3329 1,2155
Q42 3,493 37 ,002 , 70968 ,2948 1,1246
Q43 5,140 37 ,000 ,96774 ,5832 1,3523
Q44 2,633 37 ,013 ,51613 ,1158 ,9165
Q45 4,991 37 ,000 ,96774 ,5717 1,3638
Q46 2,373 37 ,014 ,54839 ,0764 1,0204
D gaall 3,787 37 ,001 , 74032 3411 1,1395
TOTAL 3,458 37 ,002 ,67018 ,2743 1,0660
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summary
The study aims to identify the impact of service marketing on
customer satisfaction, and the possibility of banking departments
adopting the service marketing mix as a philosophy for dealing with
their customers and achieving a high level of their satisfaction.

The study concluded that the banking agencies under study meet the
various needs and desires of customers regarding banking services in
order to achieve their satisfaction, by following methods that live up
to the level of customer aspirations, and that the quality of banking
services is one of the most important factors in the work of banks, and
the basic condition for obtaining customer satisfaction, and the
starting point for reaching To banking services that achieve customer
satisfaction, starting from focusing on improving the quality of
internal services by working to improve internal operations in all
departments of the bank, in order to ensure the provision of high-
quality services to customers.

The study suggested the need for banks to pay attention to supporting
creativity and innovation opportunities by employees when exercising
their job duties related to customer problems, given the clear and
positive impact of this process on service quality and increasing
customer satisfaction.

Keywords: service marketing, customer satisfaction, banking
marketing, Algerian banks.





