Ao Ladl Bagall Sl § Audypuall Slonitll Baga (s 3 Aoydell 35lghl Byls 59
-gisedl @pilyml! Sl iy

The role of human resources management in improving the quality of banking services in light of the total quality

-Algerian Al Baraka Bank is a model-
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Abstract:The study aims to analyze the relationship of human resources management to improving the quality of
banking services in light of the comprehensive quality through its principle of focusing on customers,
considering that the human resource is the most important source of success and excellence and must be taken
care of, developed and involved in the objectives of the institution, we targeted the employees of Al Baraka Bank,
where the questionnaires were distributed to them By adopting a five-point Likert scale, its axes were the
dimensions of human resource management represented in some of its functions (recruitment, training,
compensation, resource maintenance). And improving the quality of banking services in light of the
comprehensive quality represented in the dimensions of service quality (reliability, responsiveness, empathy
with customers, safety), we found a correlation between the dimensions of human resource management and the
application of total quality, and accordingly we presented a number of recommendations, the most important of
which is the need to pay attention to human resources, and train them on Skills in dealing with customers to
understand their needs and meet them as required.
Keywords: Human resource management, total quality, Quality banking services
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