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Abstract :

This research aims to identify the impact of quality banking service and actress Palmmoosh,
reliability, safety, responsiveness, and empathy in customer satisfaction, which focuses on the actual
performance of the service measure. And in order to realize this objectif, were distributed 140
guestionnaires to a sample of customers of some commercial banking agencies or state residuum. The
results concluded that there is a significant positive effect between the quality of services provided and
customer satisfaction in the banking agencies under study, and that implement the dimensions of quality

in providing banking services, making it enjoys the consent of its customers.

Keywords :banking service, the dimensions of banking service quality, customer satisfaction, model
Servperf, commercial banks
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SOURCE: SA, TAYLOR AND Baker. An Assessment of the relationship between service quality and customer
satisfaction in formation of customer’s purchase intentions. journal of retailing. vol 70, summer, 1999, p 166.
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