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Abstract:

This study aimed to identify the impact of the quality of banking services on customers'
attitudes, and this is based on the (servperf) model or what is known as the performance
model with its five dimensions of quality represented in tangibility, reliability, response,
safety, empathy, where 70 forms were distributed to the customers of the bank . and 40
individuals actually participated in this study.

The study found that the dimensions (tangibility, reliability, responsiveness, safety,
empathy) had a significant and positive impact on customers' attitudes with regard to their
satisfaction and loyalty, while there was a small effect of tangibility on customers' attitudes,
and the results of the independence t-test showed that There were no significant differences
between the personal characteristics of customers and the quality evaluation process on their
part, which means that the evaluation of service quality does not differ according to the
personal characteristics of customers.

Keywords :banking service quality, customer attitudes, SERVPERF model, Crédit Populaire
d'Algerie M'sila Agency.
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