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S ddl Sig. S ddl Sig.
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Abstract:

This study aimed to try to know the role of banking service quality in its five dimensions
(tangibility, reliability, responsiveness, safety, and empathy) in achieving customer

satisfaction. On customer satisfaction in Bank Al Salam in the state of M'Sila.

By using a questionnaire distributed to a sample of (55) clients, (50) were retrieved from
them and were relied upon. It has a significant role in achieving customer satisfaction in the

bank under study.

The study concluded with a set of recommendations, the most important of which are:
Banks should work to improve the performance of their services and work to raise the

quality, in order to reach customers’ expectations and gain their loyalty. On the relative
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importance of the dimensions that customers use in their assessment of the level of quality

of banking service provided to them.

Keywords: banking service, quality, quality of banking services, customer satisfaction.
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