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Abstract :

This study aims to identify the impact of the quality of banking service through its
five dimensions (dependency, tangibility, response, safety, and empathy) on the
satisfaction of clients of the Popular Credit Bank of Algeria, Biskra Agency.

The study population consists of clients benefiting from the banking services of the
Popular Credit Bank of Algeria in the Wilayat of Biskra, and the study sample
consisted of a random sample of 60 clients of the bank, where we used the
questionnaire as a means to obtain data, and a questionnaire consisting of 26 phrases
was designed, which was distributed to the sample to collect The data were retrieved
54 questionnaires with a recovery rate of 90%, 40 questionnaires were analyzed and
14 were excluded from the analysis, through the (SPSS V-20) program.

The study concluded that there is a positive role for the dimensions of the quality of
the banking service provided (reliability, tangibility, response, safety, empathy) on
customer satisfaction, and it turned out that the dimension of security is the most
influential dimension on customer satisfaction, while the strongest dimension is the
CPA-Agency Biskra - In terms of quality, it is the dimension of reliability and the
weakest dimension after tangibility. Based on the results of the study, several
suggestions were made, including paying attention to the dimension of tangibility, as
it is the weakest dimension in terms of quality at the CPA Bank of Algeria and the
Biskra Agency, while strengthening the strengths and improving the weaknesses in
other dimensions..

Keywords: Quality of Banking Service, Customer Satisfaction, PopularLoan Bank of
Algeria CPA BISEKRA Agency.
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