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Reliability Statistics
Cronbach's N off
Alpha Items
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Reliability Statistics

Cronbach's N off
Alpha Items
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Reliability Statistics

Cronbach's N off
Alpha Iltems
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Reliability Statistics

Cronbach's N of
Alpha Items
.898 4
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Jaall el
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Gender
Frequenc| Percent Valid| Cumulative
y Percent Percent
male 111 444 44 4 44 4
Valid female 139 55.6 55.6 100.0
Total| 250 100.0 100.0
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gender
1257
]
2 100
Q
3 757
=2
E 50-
257
W]
male fernale
gender
s el e Al 313 a3 55 L0
age
Frequenc| Percent Valid| Cumulative
Vi Percent] Percent
18-30 33 13.2 13.2 13.2)
31-40 43 17.2 17.2 30.4
41-50 65 26.0 26.0 56.4
Valid 51-60 72 28.8 28.8 85.2
more than| 37 14.8 14.8 100.0
60
Total| 250 100.0 100.0

5,128 72) & 60-51 Ce e b lae| 251 5 9428.8 o o3kel Jsaall e Laadls

ot jlact = oy Ll 3l i1 (0 94172 5 ,(138 65) L 50-41 O e pa Jlee§ 9426.0
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Frequency
T

20-

ae

18-30

31-40

41-50 51-60 |1m|ethan

age
spalal) (5 giaa (L
education

Frequenc| Percent Valid Cumulative

Y] Percent Percent

middle school and| 64 25.6 25.6 25.6|

less

valid secondary schooll 54 21.6 21.6 78.0

bachelor degree) 77 30.8 30.8 56.4

master degree 55 220 22.0 100.0f

Total 250 100.0 100.0
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education
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secondary
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bachelor
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Occupation

Frequenc| Percent Valid Cumulative
N Percent Percent
student 42 16.8 16.8 16.8
employeg 45 18.0 18.0 34.8
valid mer(?hant 73 29.2 29.2 64.0
free business 57 22.8 22.8 86.9
other jobs 33 13.2 13.2 100.0

Total| 250 100.0 100.0
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Occupation

M student
Oemployes
Omerchart
Ofree business
Cother jobs

sJAA) Con diaml) ) 8 & s

income

Frequenc| Percent Valid Cumulative
Y Percent Percent]
less than| 35 14.0 14.0 14.0

100
100-300 116] 46.4 46.4 60.4
Valid 300-500 75 30.0 30.0 90.4
more than} 24 9.6 9.6 100.0

500

Total| 2500 100.0 100.0

55



5@l 100 O Lo pgdin (5 sie %46.4 A La () ey ilad) Jsaadl il DA (g
, (32 75) <1 500 5 <l 300 Crm e el 514 %30.0 , (202 116) <1 300
24) <l 500 e LT aglas 1S 9%9.6 5, (208 35)<ll 100 e S8 aglas (1S %14.0

(24

income

12

10

Frequency
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Descriptive Statistics

N Mean| Std. Deviation

A g4 250 2.6933 .71387

Valid N (listwise) 250

S b gie O (Ao Jay Lea 2,69 s sall) ) gae o gia o a5 i) Jsaall (e

gl il

Aalaie Y

Descriptive Statistics

N Mean | Std. Deviation
Laldiel 250 3.1133 .80633
Valid N (listwise) 250

LN}SAJL;;J_\.&LM 3.11 oS aolaieV ) saedasic of aad 3l Jeaall e

Anbia cilS ablay)
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Descriptive Statistics

N Mean| Std. Deviation

Okl 250 3.1000; 77848

Valid N (listwise) 250

Gl GUlaY) b sie o e Ju e 3,10 GleY) e Jane sia o a5 Gild) Jsaall o4
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TR

Descriptive Statistics

N Mean | Std. Deviation
aglaiul 250 3.1833 1.02329
Valid N (listwise) 250
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Descriptive Statistics

N Mean| Std. Deviation
alala] 250 3.0583 1.05185
Valid N (listwise) 250
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Descriptive Statistics

N Mean| Std. Deviation
La 30 2.5583 1.07415
Valid N (listwise) 30
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Regression : )iy Julas
sl el Lda ) g Jiina i€ L galal) dny s Jasad) i) laad¥) Judad oY f

‘)_\’_“\AS(Q_\.».»}ALJ\ )wﬂ\dwauh\@ydjmgﬂ\)@w\ paxla oy yat Aay

il il il el (Laasl ) sae cilila) o gie Jiag (531 Lia )l e 5 i

LA.\ LS
Model Summary
Model Rl RSquarel Adjusted R Square Std. Error of the
Estimate)
1 .4587 .210 .182 97172

4. 5alea, Predictors: (Constant),

5 st a5 4 galall (5 i g R ol ) e e () TS Gabid) Jsandl (e
5535 A saldl o i R Square s 539 ana i Ldle daendade 4 50.458

Laa )l A 21% Ay

Coefficients?
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ABSTRACT

The objective of this study is to determine the impact of the
quality of banking services on the satisfaction of customers in
governmental commercial banks in Aleppo and to make the
necessary recommendations in order to achieve the best
performance of these banks.

Descriptive statistics was used in the research. Statistical
methods were used in SPSS to analyze the results of the
research, and the questionnaire was used to collect data from the
research community.

The research community consisted of customers of
governmental commercial banks in Aleppo, where 270
questionnaires were distributed to the sample and 250 valid
questionnaires were retrieved for research purposes.

The results of the survey were: The average answers of the
Respondents were neutral for all the questionnaire expressions.
The quality dimensions of the simple regression analysis had an
effect on the satisfaction and the correlation for the
responsiveness and the empathy was strong, while the
tangibility, reliability and assurance were weak. The
responsiveness has the greatest impact on customer satisfaction.

The study concluded with a set of proposals and
recommendations that are expected to help the governmental
commercial banks in Aleppo to improve their customer
satisfaction.
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