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ABSTRACT

THE ASSESSMENT OF BANKING SERVICES QUALITY IS CONSIDERED VERY IMPORTANT ISSUE, IN
VIEW OF THE COMPETITIVE PRESSURES WHICH THE BANKING MARKET IS WITNESSING IN LIGHT OF THE
INTERNET AND GLOBALISATION ENVIRONMENT. IN FACT, THE CUSTOMER IS THE CRITICAL VARIABLE
THAT CAN JUDGE ABOUT THE SERVICE QUALITY PROVIDED. IN THE SAME CONTEXT, THIS STUDY HAS
TRIED TO HIGHLIGHT DEMAND FUNCTION FOR INSURANCE POLICIES AT DISTRIBUTION CHANNELS FOR
BANKS. WHERE WE HAVE DROPPED THE KNOWLEDGE ASPECT IN THE BANK -BADR-. THROUGH
EXPLORATORY RESEARCH IN ORDER TO CUSTOMERS PERCEPTION SURVEY AND HYPOTHESIS TESTING BY
THE APPROPRIATE STATISTICAL METHODS. FINALLY, WE CAME UP WITH A NUMBER OF SUGGESTIONS
AND SOLUTIONS, WHICH ANSWER THE PROBLEM = IMPACT OF SERVICE QUALITY DIMENSIONS
(TANGIBILITY. RELIABILITY. SECURITY, RESPONSIVENESS. EMPATHY) ON THE TOTAL LEVEL OF BANC-

ASSURANCE PRODUCT.

KEY-WORDS : FINANCIAL SERVICES, BANKING SERVICE QUALITY, BANC-ASSURANCE
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