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Abstract :

The study aimed to know the
impact of the services quality provided by
Algerian commercial banks on their
customers’ satisfaction.  Field  study
method was conducted in each of the
"National Bank of Algeria, the Algerian
Popular Loan, and the Algerian Baraka
Bank", A questionnaire was distributed on
sample of banks’ clients (313) in the state
of Ghardaia. The most essential results
were the dimension of empathy that has
great importance in achieving customer
satisfaction compared to other
dimensions, then it is followed by
reliability, tangibility, security, and the
last dimension is the response, which
means that the nature of the immediate
response to the needs of customers and
the handling of their complaints at the
level of the banks under study as not as
the customers' perceived, and this
negatively affects the quality of the
banking services provided.

Keywords : Quality of Banking Service ;
Customer satisfaction ; Bank Client.
JEL Classification: M31; M19; G21.
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