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abstract:

Quality is considered an appropriate entrance to upgrade the level of
banking institutions, as the latter is the main financier of the local economy and
a reflective mirror of the extent to which they keep pace with international
standards, since it is characterized by the characteristic of competition, which
has become one of the great pressures that call for attention to quality and the
provision of many deals that pertain to quality requirements for different
customers, and then Achieving quality management that requires the
cooperation of all, managers and individuals at the level of each banking
institution in order to meet the needs and desires of customers, and then the
ability to face competition and stay in the market and achieve all long-term
goals. And the high commitment of the management to implement them in order
to build the internal and external customer satisfaction of the banking institution.

Keywords: quality management, banking services, service quality.
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(02) o8y =l

A0 o) g duadldl) ¢ yuaciall 4y ) <3ty (§ glaad)

Gwiadl
Frequency Percent Valid Percent Cumulative
Percent
K) 22 59.5 59.5 59.5
Valid i 15 40.5 40.5 100.0
Total | 37 100.0 100.0
)
Frequency Percent Valid Percent Cumulative
Percent
290 Jil | 23 62.2 62.2 62.2
30-3917 18.9 18.9 81.1
Valid 41-49]) 2 54 5.4 86.5
SSELL50 =] 5 13.5 13.5 100.0
Total | 37 100.0 100.0
AN
Frequency Percent Valid Percent Cumulative
Percent
o] 26 70.3 70.3 70.3
Valid ciel] 11 29.7 29.7 100.0
Total | 37 100.0 100.0
S Fiua
Frequency Percent Valid Percent Cumulative
Percent
ss5]6 16.2 16.2 16.2
Valid =] 31 83.8 83.8 100.0
Total | 37 100.0 100.0
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Case Processing Summary

N %
Valid | 37 100.0

Cases Excluded®|0 .0
Total | 37 100.0

a. Listwise deletion based on all variables in the

procedure.

Reliability Statistics

Cronbach's N of Items
Alpha

.630 25

Ll jgaa Joa Al a8 clalady (Glaall CilaiVly alual) Jaugial)

Descriptive Statistics

N Mean Variance
Q1137 4.2162 452
Q2137 4.5405 .533
Q3137 3.9189 .743
Q4137 4.1081 .821
Q5137 3.9189 .854
x1 |37 4.1405 .200
Valid N (listwise) | 37

Descriptive Statistics

N Mean Variance
Q6137 4.0000 778
Q7|37 4.3243 670
Q8137 4.2432 .856
Q9137 3.8919 .988
x2 |37 4.1149 .190
Valid N (listwise) | 37
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Descriptive Statistics

N Mean Variance
Q101 37 4.1622 .862
Q11)37 3.9189 799
Q12137 4.1892 .769
Q13137 4.0270 .305
x3137 4.0743 .135
X137 4.1099 .057
Valid N (listwise) | 37
Descriptive Statistics
N Mean Variance
Q14137 4.0270 .749
Q15]37 4.0541 .886
Q1637 4.2703 .925
Q17137 3.6757 .781
Q18| 37 3.7568 .578
Q19| 37 4.1622 A4Al17
Q20] 37 4.0000 1.000
Q21137 45135 423
Q22137 3.7568 .523
Q23137 4.2703 .647
Q24137 3.9189 799
Q25137 3.9459 .553
Y |37 4.0293 .130
Valid N (listwise) | 37
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Correlations

G

) piially Aliiceall cfpiial) G LY Jalaa

x1 X2 x3 Y
Pearson Correlation | 1 -.242- 552" 322
x1 Sig. (2-tailed) 148 .000 .052
N|37 37 37 37
Pearson Correlation | -.242- 1 -.294- 347
X2 Sig. (2-tailed) | .148 .078 .035
N|37 37 37 37
Pearson Correlation | .552" -.294- 1 333
X3 Sig. (2-tailed) | .000 .078 .044
N|37 37 37 37
Pearson Correlation | .322 347 333 1
Y Sig. (2-tailed) | .052 .035 044
N | 37 37 37 37
**_Correlation is significant at the 0.01 level (2-tailed).
* Correlation is significant at the 0.05 level (2-tailed).
asiall Jadl) jlasiy) Jlas
Variables Entered/Removed?®
Model Variables Variables Method
Entered Removed
1 X3, X2, x1° Enter
a. Dependent Variable: Y
b. All requested variables entered.
Model Summary”
Model R R Square Adjusted R Std. Error of the
Square Estimate
1] .611° .373 316 .29789
a. Predictors: (Constant), x3, x2, x1
b. Dependent Variable: Y
ANOVA?®
Model | Sum of Squares df Mean Square F Sig.
Regression | 1.741 3 .580 6.541 .001"
1 Residual | 2.928 33 .089
Total | 4.670 36

a. Dependent Variable: Y

b. Predictors: (Constant), x3, x2, x1
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Coefficients?®

Model | Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) | .077 .898 .086 .932
x11].207 134 .257 1.547 131
x2 ] .421 .120 .509 3.514 .001
x3].334 .165 341 2.019 .052
a. Dependent Variable: Y
cildg ,al) Laal
Group Statistics
il N Mean Std. Deviation Std. Error Mean
S22 4.0417 .38640 .08238
Y i) 15 4.0111 .33014 .08524

Independent Samples Test

Levene's Test for Equality of Variances

F Sig. t df Sig. (2-tailed)
Equal variances assumed .928 .342 .250 35 .8C
Equal variances not assumed .258 33.109 .7¢

Group Statistics

Al N Mean Std. Deviation Std. Error Mean

zsra] 26 3.9519 .39028 .07654
Y

<] 11 4.2121 .18395 .05546

Independent Samples Test
Levene's Test for Equality of Variances
F Sig. t df Sig. (2-tailed)

Y Equal variances assumed | 15.886 .000 -2.102- 35 .043
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Equal variances not assumed

-2.753- |

-

te

34.421

S

| .009

Group Statistics

(5 sinea N Mean Std. Deviation Std. Error Mean
5516 4.3056 .19484 .07954
Y =] 31 3.9758 .36209 .06503
Independent Samples Test
Levene's Test for Equality of Variances
F Sig. t df Sig. (2-tailed)

Equal variances assumed | 5.697 .023 2.154 35 .038

Y Equal variances not assumed 3.209 12.954 .007
ANOVA
Y
Sum of Squares df Mean Square F Sig.
Between Groups | .507 3 .169 1.339 .278

Within Groups | 4.163 33 126

Total | 4.670 36
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