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Summary:

This study aims to analyze the impact of banking service quality on customer satisfaction,
and it was applied within the framework of banking services, specifically in the Bank of
Agriculture and Rural Development (BADR), the Agency of Messila, by relying on the
questionnaire as a tool for data collection and analysis of the results obtained.

The study population consists of clients benefiting from the banking services of the Bank
(BADR) Agency of M’sila, M’sila State, Algeria. The questionnaire was used to obtain data,
where a questionnaire consisting of 23 phrases was designed in light of that, data were collected
and analyzed using SPSS version 21, a sample was formed. The study consisted of 40 clients, 39
forms were imported, and one lost, the import rate was 99%, and 37 questionnaires were
analyzed.

The study found that there is a positive impact of the dimensions of the quality of the
banking service provided (reliability, tangibility, response, safety, empathy) on customer
satisfaction, and it turns out that the dimension of empathy is the most influential dimension on
customer satisfaction, while the strongest dimension of BADR Bank in terms of quality It is the
dimension of reliability, and the weakest dimension is the dimension of tangibility.

The study also concluded that there are no statistically significant differences for the
definitional variables (gender, age, educational level, sector of activity, years of dealing with the
bank).

Keywords: banking service, quality, customer satisfaction, Bank of Agriculture and Rural
Development.
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