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FEN) KE]) ad )
JLal qlaxtl 3l EESER- T 01
(1) o lma Sliwl et B e 02
(i))qal.':u Aliw! Ugase s 03
SPSS wilajia :(4) ad; galall
i)
Frequency Percent | Valid Percent Cumulative
Percent
S3132 64.0 64.0 64.0
Valid S| 18 36.0 36.0 100.0
Total | 50 100.0 100.0
Syl
Frequency Percent | Valid Percent Cumulative
Percent
.30 e 8 | 2 4.0 4.0 4.0
4w 40 oo JE N 30 00| 16 32.0 32.0 36.0
Valid 4 50 11 40 - | 30 60.0 60.0 96.0
450 (e S1 | 2 4.0 4.0 100.0
Total | 50 100.0 100.0
& ghall
Frequency Percent Valid Percent Cumulative
Percent
ssh|3 6.0 6.0 6.0
== |40 80.0 80.0 86.0
Valid
Lle bl | 7 14.0 14.0 100.0
Total | 50 100.0 100.0
5 Al
Frequency Percent Valid Percent Cumulative
Percent
Valid Sl s 5 e B | 2 4.0 4.0 4.0

46



k% %

*

s 10 e B 5|4 8.0 8.0 12.0
415 110 o< | 28 56.0 56.0 68.0
415 e ST 16 32.0 32.0 100.0
Total | 50 100.0 100.0

One-Sample Statistics

N Mean Std. Deviation | Std. Error Mean
1.+ 50 4.5200 .61412 .08685
24|50 4.0800 .27405 .03876
3.+ |50 4.2200 .64807 .09165
404150 4.2600 44309 .06266
50|50 4.4000 .69985 .09897
60+ | 50 3.2800 1.03095 .14580
704|150 2.0200 1.20357 17021
8.+ |50 4.3000 .67763 .09583
9u+| 50 3.3200 1.01900 14411
100+ | 50 4.6000 .69985 .09897
11|50 2.9600 1.06828 .15108
124+ |50 2.8800 1.06215 .15021
13, |50 4.4000 .49487 .06999
144150 3.0800 1.06599 .15075
150+ | 50 4.2000 .88063 .12454
One-Sample Test
Test Value = 3
t df Sig. (2-tailed) | Mean Difference| 95% Confidence Interval of the
Difference
Lower Upper
1+ 17.502 49 .000 1.52000 1.3455 1.6945
20| 27.867 49 .000 1.08000 1.0021 1.1579
3,+/13.311 49 .000 1.22000 1.0358 1.4042
4,+120.108 49 .000 1.26000 1.1341 1.3859
50+ 14.145 49 .000 1.40000 1.2011 1.5989
60+ 1.920 49 .061 .28000 -.0130- .5730
7, |-5.758- 49 .000 -.98000- -1.3220- -.6380-
8.+ 13.565 49 .000 1.30000 1.1074 1.4926
9| 2.221 49 .031 .32000 .0304 .6096
10u+ | 16.166 49 .000 1.60000 1.4011 1.7989
110+ | -.265- 49 792 -.04000- -.3436- .2636
120+ | -.799- 49 428 -.12000- -.4219- 1819
13+ | 20.004 49 .000 1.40000 1.2594 1.5406
140+ .531 49 .598 .08000 -.2229- .3829
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150 ‘ 9.635

49 .000 1.20000 .9497 1.4503
One-Sample Statistics
N Mean Std. Deviation | Std. Error Mean
by il | 15 3.7680 77823 .20094
One-Sample Test
Test Value =3
t df Sig. (2-tailed) | Mean Difference | 95% Confidence Interval of the
Difference
Lower Upper
Ly hadll| 3.822 14 .002 .76800 .3370 1.1990
One-Sample Statistics
N Mean Std. Deviation | Std. Error Mean
160+ | 50 4.2600 44309 .06266
17,4150 4.4600 .50346 .07120
18,+ |50 4.2000 .88063 12454
194+ | 50 4.1800 .80026 11317
20u+| 50 4.4600 .50346 .07120
2154|150 4.2000 .92582 .13093
220+ |50 4.7000 46291 .06547
23,+| 50 4.8800 .32826 .04642
240+| 50 4.6200 49031 .06934
250+| 50 3.9400 .99816 14116
260+ | 50 3.9200 1.15776 .16373
27,41 50 4.5800 .49857 .07051
28|50 4.4000 49487 .06999
29+ | 50 4.4600 .50346 .07120
300+ | 50 4.4600 .50346 .07120
3154|150 4.0800 1.02698 .14524
324+ |50 3.0200 .91451 .12933
33+ |50 4.2800 .90441 .12790

One-Sample Test
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Test Value = 3
t df Sig. (2-tailed) | Mean Difference | 95% Confidence Interval of the
Difference
Lower Upper
160+ | 20.108 49 .000 1.26000 1.1341 1.3859
174+ 20.506 49 .000 1.46000 1.3169 1.6031
18.+|9.635 49 .000 1.20000 .9497 1.4503
190+ | 10.427 49 .000 1.18000 .9526 1.4074
20+ | 20.506 49 .000 1.46000 1.3169 1.6031
210+(9.165 49 .000 1.20000 .9369 1.4631
22+| 25.968 49 .000 1.70000 1.5684 1.8316
23+ 40.497 49 .000 1.88000 1.7867 1.9733
24+ 23.363 49 .000 1.62000 1.4807 1.7593
25, 6.659 49 .000 .94000 .6563 1.2237
26| 5.619 49 .000 .92000 .5910 1.2490
270+ 22.409 49 .000 1.58000 1.4383 1.7217
280+ | 20.004 49 .000 1.40000 1.2594 1.5406
29+ 20.506 49 .000 1.46000 1.3169 1.6031
30u+| 20.506 49 .000 1.46000 1.3169 1.6031
31+(7.436 49 .000 1.08000 .7881 1.3719
324+ .155 49 .878 .02000 -.2399- .2799
33+ 10.008 49 .000 1.28000 1.0230 1.5370
One-Sample Statistics
N Mean Std. Deviation | Std. Error Mean
sl 18 4.2833 40452 .09535
One-Sample Test
Test Value = 3
t df Sig. (2-tailed) | Mean Difference| 95% Confidence Interval of the
Difference
Lower Upper
53— all| 13.460 17 .000 1.28333 1.0822 1.4845
Variables Entered/Removed®
Model Variables Variables Method
Entered Removed
1 Pl Lag) |, Enter

535—alla. Dependent Variable:

b. All requested variables entered.

Model Summaryb
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Model R R Square Adjusted R Std. Error of the
Square Estimate
1].73 .532 120 3.02840
L hadlla, Predictors: (Constant),
53— llb. Dependent Variable:
ANOVA?*
Model | Sum of Squares df Mean Square F Sig.
Regression | 70.281 1 70.281 7.663 .008°
1 Residual | 440.219 48 9.171
Total | 510.500 49
53— alla. Dependent Variable:
Ly Laillp, Predictors: (Constant),
Coefficients®
Model | Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) | 58.828 6.614 8.894 .000
! Ly laaill | 323 A17 371 2.768 .008
53— alla. Dependent Variable:
Residuals Statistics®
Minimum Maximum Mean Std. Deviation N
Predicted Value | 74.9922 79.8414 77.1000 1.19763 50
Residual | -6.84142- | 6.03795 .00000 2.99734 50
Std. Predicted Value | -1.760- 2.289 .000 1.000 50
Std. Residual | -2.259- 1.994 .000 .990 50
53— lla. Dependent Variable:
Reliability Statistics
Cronbach's N of Items
Alpha
458. 15
Reliability Statistics
Cronbach's N of Items
Alpha
.902 18
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Abstract:
This study aims to determine the impact of strategic marketing planning on the

quality of banking services (reliability, tangibility, response, safety, empathy).
At the level of a sample of tires from banks in the Wilayat of M’sila, to achieve
this goal, a questionnaire was designed and distributed to a random sample of 60
employees from these banks, and using some statistical methods, the hypotheses
were tested, and the most important results that were reached:
The existence of a correlation and interaction relationship between the overall
dimensions of banking service quality and strategic marketing planning;

The most important suggestions are:

Expanding the sample population to include more than one state.
Entering intermediate or modified variables such as environmental factors, for
example.
— Conducting the study in service institutions other than banks.

Keywords: planning, strategic marketing planning, quality of banking services.
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Résumé:

Cette étude vise a déterminer I'impact de la planification marketing stratégique
sur la qualité des services bancaires (fiabilité, tangibilité, réponse, sécurite,
empathie).

Au niveau d'un échantillon de pneumatiques des banques de la Wilayat de M'sila,
pour atteindre cet objectif, un questionnaire a été congu et distribué a un
échantillon aléatoire de 60 salariés de ces banques, et a l'aide de quelques
meéthodes statistiques, les hypothéses ont été testées , et les résultats les plus
importants qui ont été atteints :

L'existence d'une relation de corrélation et d'interaction entre les dimensions
globales de la qualité des services bancaires et la planification marketing
stratégique ;

Les suggestions les plus importantes sont :

Elargir I'échantillon de population pour inclure plus d'un Etat.

Saisie de \variables intermédiaires ou modifieces comme les facteurs
environnementaux par exemple.

— Réalisation de I'étude dans des institutions de service autres que les banques.
Mots clés : planification, planification marketing stratégique, qualité des services

bancaires.
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