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Ansari, M. & Al Habsi, Z. (2010). Measuring the quality of banking services in the UAE: A field study on a sample of *
banks in the UAE (Abu Dhabi, Dubai, Sharjah and Al Ain). Journal of Economic Prospects, 31(117), 102
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Shanka, M. S. (2012). Bank service quality, customer satisfaction and loyalty in Ethiopian banking sector. Journal of 3
.Business Administration and Management Sciences Research, 1(1), 1-9
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5 Jureviciee, D. & Skvarciany, V. (2013). Small and medium-sized companies’ satisfaction with banks, service quality.

European Scientific Journal December /Special/edition, 1, 32-36.

& Khafafa, A. J.; and Shafii, Z., (2013), "Measuring the Perceived Service Quality and Customer Satisfaction in Islamic

Bank Windows in Libya Based on Structural Equation Modelling (SEM)", Afro Eurasian Studies, 2(1&2), 56-71.

) sdita e ol 30 a5kl iia )Y Cajliadl) e Aglae Aul o o) e A aal) cileaddl 53 ga ala )335(2014) e ) Glada (ilagdl)
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BT ):\:\MALAML&.&J’A:\QLASAY‘M‘JJBJ‘X‘LJM‘;S@‘LA&H‘JJuy)&‘l.&d‘)géﬂuﬁi}uw‘uudﬂ‘sﬂp,u%ed\ ’)54‘8
2014 om0 3 psbell 3 sl B 5 52

9 Sanjiv Mittal , Rajat Gera , Dharminder Kumar Batra , (2015) "An evaluation of an integrated perspective of perceived

service quality for retail banking services in India", International Journal of Bank Marketing, VVol. 33 Iss: 3, p.345

f\.u\;,)g,&;u&uba’( cG)J\&%\.\A&@\A&AM\JQ)&ﬁ)ﬂ\ﬂlﬂ\gcw‘ujéc@M\hﬁﬂ\'&};)b{i )3\ ’J@‘)Au,wb)n 10
2016 02031, <50
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A4S i cllgieall clalaa Ll g i) " Ll iy 2 G, (2010 , cabadl) M aaal
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12 Alwadi, M. H. & Mohamed Samhan, H. (2009). The extent of total quality management in Jordanian banks. Arab
Journal of Economic and Administrative Sciences, (3), 213.
22001 ¢ B2l 5 aladl 3y suil ¢ on 0 gaall v o (e sl 2ala 2auf 13
Gl aa e La gl ae e Jalal) 24
15 Sudma, M. (2007). The extent of customers for the services offered by commercial banks satisfaction. Saudi Arabia:
Research Center, Institute of Public Administration.
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Abstract

This study aims to identify the impact of the dimensions of the quality of banking
service represented by tangibility, rapid response, empathy, safety / security, reliability
on the satisfaction of customers of commercial banks in the province of Darb - Saudi
Arabia. The problem of the study lies in answering the following key question: What is
the impact of the quality of banking service and its dimensions on customer satisfaction
in the banks under study? Subsidiary questions have examined the impact of each
dimension of the quality of banking service on customer satisfaction. The descriptive
analytical method was used in this study to collect and analyze data in the applied
study. The study population is represented by customers of commercial banks in Darb
province - Saudi Arabia.

The study concluded that the best dimension in terms of quality in commercial banks in
Darb province - Saudi Arabia is the reliability dimension followed by empathy and
tangibility followed by safety. The weakest dimension of quality in commercial banks
in Darb province - Saudi Arabia is After responding. The study hypothesis analysis of
regression analysis resulted in a significant effect at (0<0.05) level of all dimensions of
the quality of banking service on increasing the satisfaction of commercial bank
customers in Al-Darb Province - Saudi Arabia, and the presence of a strong positive and
statistically significant correlation between the quality of service provided to the
customers of the banks under study and customer satisfaction.

Quality of Banking Service, Customer Satisfaction, KSA, Dimensions of the quality of
banking service
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