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Abstract:

The intellectual capital is considered as a highlighted element in banking organizations
due to its critical importance on different levels. As these organizations ensure the
provision of services with high- quality specifications, in order to maintain its position
and continuity. Our study aims to answer the extent of the impact of owning intellectual
capital on enhancing the quality of banking services through an applied study on a
sample of public banks in Medea, using the descriptive analytical approach by presenting
the theoretical framework of both the quality of banking services and intellectual capital,
in addition to a field study on the impact of intellectual capital on enhancing the quality
of banking services. It was reached a set of results, the most prominent ones: public
banks are interested in investing in intellectual capital, and the customers satisfaction on
banking service quality, as well as to the obvious effect of the intellectual capital on
improving the banking service quality. We came out with several suggestions, mainly ;
the increase of banks interesting in intellectual capital and improving the banking
services quality by

taking into consideration the aspects that have not yet attained customer satisfaction.

Key words: intellectual capital, the banking services quality, customer satisfaction.
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Statistiques de fiabilité
Alpha de Cronbach Nombre d'éléments
,784 48
SPSS. Slax Y geelindl w2 1 ybal!
Corrélations
T1 !
Corrélation de Pearson 1 781"
T1 ) .
Sig. (bilatérale) ,000
N 50 50
Corrélation de Pearson 781" 1
J1 N
Sig. (bilatérale) ,000
N 50 50
** La corrélation est significative au niveau 0.01 (bilatéraly.
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