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ABSTRACT :

The study aimed to identifying the determinants of banking services quality in the Algerian

External bank and the Algerian popular credit in Touggourt. This study was applied on random
sample consisting of 120 clients. to achieve the objectives of the study the researcher used
questionnaire to collect data, the data were analyzed by using the statistical package for social
sciences (Spss). Depending on the means, standard deviation, correlations coefficient, multiple
regression. The study concluded with the following results:
- The study showed that there are high levels of service quality in companies under study;
- There is also impact of banking service quality dimensions on the levels of customer
satisfaction in companies under study.
- There are no statistically significant differences in the levels of customer satisfaction with
banking service quality provided due to personal and functional variables.

Keywords: banking service quality, customer satisfaction, BEA & CPA.
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Group Statistics

Gl dals

Lolae) | oY) [ddlacad [ Alaaay) | solaall | dawgaddl | 8Ll eloa
Pearson 1| 195 .444| 281] 424 194 307
Correlation

Jaalaie Y ) .

T Sig. (2-tailed) 066 ,000] ,007| 000 068 003
N 94 90 90 92 92 89 91
Pearson 195 1| 345 .190| 446 236 441
Correlation

A ) .

Sig. (2-tailed) 066 001 ,071] 000 026 .000
N 90 93 89 91 91 89 90
Pearson 444|345 1| 256 415 264 323
Correlation

48 aall ) .

? Sig. (2-tailed) 000 ,001 014,000 013 .002
N 90 89 93 91 91 88 90
Pearson 281 190 256 1| 355 064 403
Correlation

Lty .

T Sig. (2-tailed) 007| ,071| 014 .000 547 .000
N 92 91 91 95 94 90 92
Pearson 424|  446| 415|355 1 171 403
Correlation

3yl : :

Sig. (2-tailed) 000| ,000] ,000{ ,000 105 .000
N 92 91 91 94 95 91 92
Pearson 104| 236|264 064 171 1 320
Correlation

dsaldl :

Sig. (2-tailed) 068 .026| ,013] ,547| .105 .002
N 89 89 88 90 91 92 89
elia) Pearson

23 Comelation 307| 441|323 403|403 320 1
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Gl dals

Sig. (2-tailed) ,003 ,000 ,002 ,000 ,000 ,002
N 91 90 90 92 92 89 94
sl Tne st : (04) gl
One-Sample Kolmogorov-Smirnov Test
Gl ela)
N 94
Mean 2,3518
Normal Parameters™®
Std. Deviation ,26669
Absolute ,100
Most Extreme Differences Positive ,098
Negative -,100
Kolmogorov-Smirnov Z ,966
Asymp. Sig. (2-tailed) ,308
Sig. ,295°
Monte Carlo Sig. (2-tailed) Lower Bound ,286
95% Confidence Interval
Upper Bound ,304

a. Test distribution is Normal.

b. Calculated from data.

c. Based on 10000 sampled tables with starting seed 2000000
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Teste (T) ! pd : (05) gl

Group Statistics

wial) Mean Std. Deviation Std. Error Mean

A3 71 2,3491 ,26522 ,03148
3l sl

i 23] 2,3602 ,27704 ,05777
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S daseid) Ol piell et ANOVA (06 ) gl

ANOVA
Sum of df Mean F Sig.
Squares Square
Between 2,434 16 152 784 698
Groups
X o
il Within 14.939 77 194
Groups
Total 17,372 93
Between 9,275 16 580| 1228 267
Groups
N o
el el Within 36,342 77 472
Groups
Total 45,617 93
Between
12,248 16 766 1,068  .400
Groups
w o
ol Within 54,483 76 717
Groups
Total 66,731 92
Between 5.454 16 341 552 909
Groups
ERE| ithi
551 Within 47525 77 617
Groups
Total 52,979 93
Between 5.923 16 370| 1321 207
Groups
Jeboti s il g 5
axa Within 21,577 77 280
Groups
Total 27,500 93
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Gl dals

SN ks (07) gl
Model Summary
Model R R Square Adjusted R Square Std. Error of the Change Statistics
Estimate
R Square Change F Change df1
1 ,613 ,376 ,322 ,21764 ,376 7,026
SN Wslee : (08) gl
Coefficients
Model Unstandardized Coefficients | Standardized Coefficients t Sig. 95,0% Confidence
Interval for B
B Std. Error Beta Lower Bound
(Constant) ,759 ,248 3,057 ,003 ,264
Aplaiey! ,016 ,071 ,025( 1,223 ,824 -,126
o) ,149 ,077 ,210 | 1,926 ,058 -,005
1 Agdlauadl ,015 ,073 ,023( 1,202 ,840 -,132
EEENAO ,259 ,082 ,335| 3,166 ,002 ,096
5l ,092 ,073 ,145( 1,248 ,216 -,055
A galall ,142 ,065 ,228 | 2,195 ,031 ,013
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