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The impact of bank service quality on customer satisfaction

(Case Study of Al Baraka Bank Branch 402,

Abstract :

The purpose of this study is to identify the duration of the quality of the
banking service (excluding: reliability, dependability, responsiveness, safety,
empathy) on the satisfaction of customers in Islamic banks where the study was
conducted at the Algerian Bank of Al Baraka Section 402, we designed a
questionnaire for this purpose and distributed it to a sample Fit of 120 people,
to evaluate the quality of the service from the client's point of view, The main
findings of the study showed a correlation between quality dimensions and
client satisfaction, which also proved to have a positive impact on customer

satisfaction.

Keywords: Islamic banks, customer satistaction, quality of banking service,

services.
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! Leonard L.Berry, Valarie A.Zeithmal and A.Parasuraman, Quality Counts in
Services, Too, Business Horizons, USA, may-june 1985, p 45.

2 Barrie G. Dale, Managing Quality, Fourth Edition, Blackwell Publishing Ltd,
USA, 2003, P 206.
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Source: José Maria Gémez-Gras and others, Deliverable 3.4 Quality Management Handbook for

University Spin-Off Programmes, Ibid, p 21.
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! José Marfa Gémez-Gras and others, Deliverable 3.4 Quality Management
Handbook for University Spin-Off Programmes, Ibid, p 19-20.

2 José Marfa Gémez-Gras and others, Deliverable 3.4 Quality Management

Handbook for University Spin-Off Programmes, Ibid, p 21.
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Source : José Maria Gomez-Gras and others, Deliverable 3.4 Quality Management Handbook for

University Spin-Off Programmes, Ibid, p 22.
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José Marfa Gémez-Gras and others, Deliverable 3.4 Quality Management

Handbook for University Spin—-Off Programmes, Ibid, p 23-22.
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! Barrie G. Dale, Managing Quality, ibid, p 208-209.

ZJosé Marfa G6émez-Gras and others, Deliverable 3.4 Quality Management
Handbook for University Spin-Off Programmes, Ibid, p 24.

3Graeme Kowles, Quality Management, Graeme Kowles & Bookboon.com, 2011,
p 168-169.
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! Barrie G. Dale, Managing Quality, Ibid, P 206.

2A. Parasuraman, Leonard L. Berry, Valarie A. Zeithaml, Perceived Service Quality
as a Customer-Based Performance Measure: An Empirical Examination of
Organizational Barriers Using an Extended Service Quality Model, Number
3, Vol. 30, Human Resource Management, John Wiley & Sons, Inc, Fall 1991, P 337.
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Source : A, Parasuraman, Leonard L. Berry, Valarie A. Zeithaml, Perceived Service Quality as a
Customer-Based Performance Measure: An Empirical Examination of Organizational Barriers
Using an Extended Service Quality Model, Ibid, p 337,
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