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Abstract

This study aims to identify the impact of the quality of banking service dimensions (tangibles,
reliability, assurance, empathy and responsiveness) on customer satisfaction in the Bank of Syria

and Overseas.

The study sample consists of Syria and Overseas Bank customers; a survey was designed as a
mean to collect data and was presented to a committee of experts. The survey was distributed
among a sample of 130 clients of the bank, where the valid surveys for analysis were 89. The
researcher used appropriate statistical methods using SPSS program.

The study concluded that there is a significant effect of the banking service quality dimensions
(tangibles, reliability, assurance, empathy and responsiveness) on customer satisfaction as the
study found that the variable tangibles has the most impact on customer satisfaction while
Assurance has the least impact on satisfaction among the four variables (the study found that
Empathy variable has no significant impact on customer satisfaction).

Based on the research results, several recommendations were presented such as: adding advanced
physical equipment that fit the image of the bank, providing the service to customers within the
specified period and from the first time and the need to manage customer waiting time and

dealing with clients problems and resolving them .

Key words: Banking service quality dimensions, Customers satisfactions, Bank of Syria

and Overseas.
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Al jal) il il A Apacadl) a9 4y jlarall Cld) oY) g Aplaad) Cillau gial) il

R siall
2 A galall
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5 aglaiay)

Lo giag Calalail) day 58 agalls g iy g 5 AY) 2l Ol W st Gl Jeasll A e
el o giall O s i) ae g8 yagall s 4 g iy ool ComaaY) 2adl) Wl 2,08 (b
244 s Aaauy)

o) T gial) iy G sl Aol (anm 2ad jagall g Ay g iy (5] daddll Baga Al 8 Al
cu ise 85224 G il

s Gl ydl) Ladl 4.7

-

Lay o dwsalall sl (@ <0.05) Lgine A3 (5 gimn dio dilan) AN o3 A 2a gl -1

.8l
Model Summary
Adjusted R|Std. Error of
Model R| R Square Square| the Estimate
1 8792 172 .758 .25819
a. Predictors: (Constant), Responsiveness, Tangibles,
Empathy, Assurance, Reliability
ANOVAP
Sum of Mean
Model Squares df Square F Sig.
1 Regression 18.718 5 3.744| 56.156 .0002
Residual 5.533 83 .067
Total 24.251 88
a. Predictors: (Constant), Responsiveness, Tangibles, Empathy, Assurance,

Reliability
b. Dependent Variable: Satisfaction
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z oAl Llaai¥) z3sa e slaie V) Sadl (e sl 0.001> p-value of 3 ANOVA s o
c Ll paia Ol s

: aai coefficients Jsas (e

Coefficients?

Unstandardized | Standardized

Coefficients| Coefficients
Model B[ Std. Error Beta t Sig.
1 (Constant) .073 139 526 .600
Tangibles 331 072 304 4.620 .000
Reliability 184 .086 .202 2.139 .035
Assurance 156 074 182 2.113 .038
Empathy 105 .078 111 1.350 181
Responsiveness 202 .065 257 3.103 .003

a. Dependent Variable: Satisfaction

paxll dpm iyl ) aadatind Y Wld Ml (0.05<P) Bo <l asll daledl p-value o) =
Jiall e G e Gl Y il aal) dales

(0 0o sl Uy 5) 0.001 (s sraal By Jaall Aalaal p-value o) =

Aalee ) Aauily 51 QXS (g o yraal ) 0.05 (30 sl By daall daladd p-value 5 =
- Bs, B3 sl

il e Tya e Galias ¥ i 6L 5 0,05 < p-value ol By el dalaal Lol Ll

3y aele oSl Lay e i da¥) pes (b Jsil adaians Ll eiliil) o3g] o) 5 m
e Sandl Ly o (ugale i1 ad Gud adly HLaa¥) 18 JDIA (e i o3 Caalatl

(laie¥l) 0.184 + (Amsaldl) 0.331 + 0.073= Lall : jlaas¥) ddles (S5 5
(A1) 0.202 + (0Y1) 0.156+

A salall 5aai¥) elas Gava @lld g Lo pall) 2y 5 Ll e 1yl sla) T
- (0.156) ¥ 1l 5 (0.184) dlaie V1 &5 (0.202) Alaiul) 2y 44 (0.331)

oY Aalade VI - A galal) ) Ja ¥ Al ol Jsl ki R square il Jalas (g
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e (%22.8)  AEL dwdll gl L)l (s sie (B QI @yl e %772 o (L)
A Calgal 3 gat il il

L Adad) A ) A peadl Aall) g pal) Ay pead) 4Gk G s ard) Ly (g glne ARG Y 2

Cpdd LA (g pas

O Odills (s sl a5y UL 5 (p-value =0.614 > 0.05 ) of Laadl (il HLiial ey (e sanall

ol Luilas b yd e UL Jeven’s test for equality of variances

(As 44 e S A pendl Ll 5 (43 25 e J8T) Ay el A3l sz o Dlaall e

uad i 4dag p-value = 0.02 LAY pdy Cua cplall Guilad Alls 8 f il aodiid aile 2l
A5l 5 el Ay peall A58 G by Lia )l (5 stue ol it e ALl Jm il Jii 5 el G b
e A pend) Al gl 5T a0 o Caa 5S4 yaall

Group Statistics

Std. | Std. Error
Age N Mean Deviation Mean
Satisfactio 25 ¢ il 27| 2.0926 48733 .09379
N 44 e S 12| 2.5000 47673 13762
A
Independent Samples Test
Levene's Test for
Equality of
Variances t-test for Equality of Means
Std.[95%  Confidence
Mean Error| Interval  of  the
Sig. (2-| Differen| Differen Difference
F Sig. t df| tailed) ce ce| Lower Upper
Satisfa Equal variances 259 614 - 37 .020( -.40741| .16799| -.74779| -.06702
ction assumed 2.425
Equal variances -1 21.61 .023| -.40741| .16654( -.75314| -.06167
not assumed 2.446 7
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Ll e dgibian) Y2 53 il Calalaill aad Gl ()l 235 L o 3keall Ly e (Adlaiad) —
Claa 55 La e (383 138 5 o Dlanll Lia ) o ddbiane 4y 50 5,08 Led ol daa,Y1 Sla¥) cixe 8
"ol Sl 8 e Dlead) Ly e A yeaall dadall 5o sa sl S by Sl el Al o 44l
izl e cababeall x5 a5 W adly SN S A ) ae calias Ll )

Jelae OIS Cum G galall 2ay g8 Ll e 10 sl s ol 4l il o elal 2
Sl Tsal s (0.184) AalaieW) & (0.202) Alaiad) aay il (0.331) Ammrsalall laaiy)
. (Sanjiv et al , 2015) 4wl ) ae (384 138 5 (0.156)

Cahalaill aay g8 agally dsm ol al Basal) dali e Jead¥) 2adl (ol Al ) iy -3
A 217 (e b gias Gongaldd) ey 40l 2.08 s uriall 13¢d Slual) das gidl IS Cua
@ 53 sall Aali (e CaniaY) aeall Ll 2,25 les Jas iy Gle¥) 44l 224 Jaws sy dpalaie V)
B RPREIC P, )7V WERS SO SV P BN | IRCRRPTAS WUST| RPN EUIN (P S PRRCLY
s (Durdana et al , 2015) 4l 53 ae (38 5 La 138 5 il gial) a8 Y dlias ) AV
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okl s aldie Y

eb s e Seal) adag (Al @O g uaall edaally apils o piad o agall s Ay s ey (a2 4
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50 S Cua 5y ghaiall Al ld Cilanal) 5 Zoalall ) Jaeatll e g il (88w e aalia ) a2e
, Aelad) Al ) ae 15k 1385 239 (lua Jau sy oDlaall Lia ) 8 daalusally QB 50
. (2004

eSanll sl Can eDlaall Cililual A8y Aozl g COlay Ladiag elid) Gl Al ) cay -5
Juc Y1 elal e eDlaall Lia y pae Jilaill jeda) ety 1,89 (dbes Jaws giay 1aY) 138 e aalia
Oe Gl el Cum I 5 el (e e (BEiall o gall 3 deadl) eldf ol saaaall Y
. 2.35 (Sleal) au il JMa
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