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Abstract

The research aimed to measure the impact of the application of the quality
management system according to 1SO 9001 standards on customer satisfaction in the
banking sector, and the goal of this measurement is to discover how the customers
perceive the benefits of quality management system, It also aims to discover the
strengths and weaknesses of the application of this system to enhance the strengths
and treat the weaknesses, and to make continuous improvement for the quality
management system. In addition to this to work on developing the customer

confidence in the services that are provided by the Bank.

The research population consists of Syria International Islamic Bank customers
and 100 questionnaires were designed and distributed to the study sample that is
consist of 50 customers that are participating in the bank services after the application
of quality management system ISO 9001, then 73 questionnaires were retrieved, and
only 50 questionnaires were valid. But for the questionnaires before the application of
quality management system 1SO 9001 the research used the ones that are located in
the bank before the application of the system. The researcher used a number of

statistical methods in SPSS program to view and analyze the results.

The research found that there’s a strong correlation between the application of the
quality management system 1SO 9001 and customer satisfaction, this shows the
effectiveness of the application of the quality management system and that the Bank
doesn't want to just achieve the global certificate, but to access the highest standards

of quality in the services provided.

Finally, the research concluded with a series of solutions and proposals:
-The need to build a continuous improvement of customer satisfaction and not just in

the current situation.
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-Knowing the customer point of view in the services offered by the bank by

distributing questionnaires regularly.

-Giving high priority to the customers’ complaints and try to address them correctly

and drastically in order not to be repeated.

Key words:

Bank, customer satisfaction, quality management system 1SO 9001
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