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Research Summary

This research aims to examine the impact of job satisfaction on the quality
of services provided in microfinance institutions, focusing on the case study
of Aga Khan Microfinance Bank in Syria. The study adopts a descriptive—
analytical methodology to collect and analyze data regarding employee
satisfaction and service quality from the perspective of customers.
Questionnaires were used as the primary tool for data collection, distributed
among a sample of bank employees (30) and clients (90).
The findings revealed a statistically significant positive impact job satisfaction
on service quality. Employees who expressed higher satisfaction with their
work environment, salaries, training opportunities, and administrative policies
were found to deliver higher—quality services.
In conclusion, the study recommends enhancing the work environment,
improving reward systems, and implementing continuous training to boost job
satisfaction, thereby improving service quality and increasing customer

satisfaction.

Keywords
Job Satisfaction, Service Quality, Microfinance Institutions, Aga Khan Bank,

Work Environment, Training, Administrative Policies.
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