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Assessment of banking service quality from the perspective of

the employees of Agriculture and Rural Development Bank
(M’sila City) using the Importance/Performance map
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Abstract: The study aims to assess banking service quality dimensions using the
importance/performance  map from employees of  Agriculture  and Rural
Development Bank perspective in M’sila city. 65 questionnaires were distributed to
the staff of all the bank's branches.

Statistical analysis using Spss.26 software, found that the staff's assessment
of the provided service quality was positive. With them attaching greater IMP and
PERF to reliability. Statistically significant differences were identified between IMP
and PERF of quality dimensions. Recommendations were made accordingly.
Keywords: Banking service quality; employees; Importance/performance map;
Agriculture and Rural Development Bank.
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