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Abstract

The study focused on confirming the impact of the quality of banking services in its
dimensions (reliability, tangibility, response, safety, and empathy), in building the mental image
of the customer in the External Bank of Algeria - Agency No. 46 Tebessa.

The study was mainly derived from the scarcity of studies and research that dealt with
description and analysis of this combination of variables together, and based on the importance of
the relationship between the five dimensions of quality and its impact on satisfaction and loyalty,
we decided to test and diagnose the level of long-term impact on the mental image, which is an
important basis in building reputation and loyalty For the trademark, applying to the external
environment of the Bank of Algeria to the Tebessa Agency.

In order to achieve the objective of the study, which is to know and diagnose which of the
dimensions of quality contributes effectively and more than others in building the mental image
of the customer, a main hypothesis and five implicit sub-hypotheses were tested, as the sample
included 39 customers as a sample size that can be analyzed through a questionnaire consisting of
32 A question, the data of which were statistically processed by relying on the Statistical Package
for Social Sciences (SPSS), and the study concluded that there is a statistically significant effect
of the quality of banking services in its five dimensions in building the mental image, with some
relative discrepancy between the degree of impact for each dimension, and the study ended with a
set of recommendations made to the parties The concern was more attention to both the tangibility
and security dimension, in order to achieve the highest levels of quality to serve the mental image
of customers.
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Customer

Expectation

Key confributing factores :
1- Lack ofmarketing research orientation:
o nsufficient marketing research ;
e Inadequate use of research findings:
v Lack of interaction between management and customer:;
2- Inadequate upward communication;

3- Too many levels of management.

Management perceptions

of customer expectation

Source: Valariea. Zeithaml, a.parasuraman, and leonardl.berry, 1990, P52.
Lgtd\g} calad gal) il Wy calaad ) ad ) 9 0an oK UELDS\ 48 g Lgh!\ Lo gyaall Caye 138
EDE Byadll 03 d9ng A Cualng cagilals Qi WY AL Auall Ao e leadl) (5 Cagu

ts? At dalse

1Valariea. Zeithaml, a.parasuraman, and Leonard .berry, delivering quality service, balancing
customer perceptions expectations, the free press, new York, 1990, p 51
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Management perceptions of customer

expectations

Key contributing factcnrqz

1- Inadequate management commitment to service quality ;
2- Perception of infeasibility;
3- Inadequate task standardization;

4- Absence of goal setting.

Service Quality Specifications

Source: Valariea. Zeithaml, a.parasuraman, and leonardl.berry, 1990, P 72.

¢4l Baga olad) 8yl0Y) JB (e R HIR 2gng a2 -

1\Valariea. Zeithaml, a.parasuraman, and leonardl.berry, 1990, optic, p:71.
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[ Service quality specifications }

Key contributions factor :
1- Rolle ambigiiite ;
2- Rolle contlit ;
3- poor emplovee - job fit ;
4- poor technology — job fit ;
5- inappropriate supervisory control system ;
6- lack of berceived control ;

7- lack of team Works.

l

Service delivery

Valariea. Zeithaml, a.parasuraman, and leonardl.berry, 1990, optic,p 89.
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sl l lendl) w8 agiae ) aae sl cpilisall 5,8 aae da ol) & Bl 13 aapg
pilaiily Gailagall il ae Wl dalse sae () @lld mapg o(<udl) BIY) U8 (e 23al)
sl it Cailagall Sla) 5 8 Liad claliadly Claad) gy b ogiS)lin (5205 Al
i 35n5 (53 Liauly casthaall JCaIL cilasall aisi (0 23S Y agihd o8 ULy ks Gl
Glardll 1S Gady leadl) Lgy pads ) ddghal) alaa¥) Pla e il Jals cilasall ads
UK A1L cgalgn padi (o oS g Cpitagall (52 A asliall Cilashaal) ji55 (520 Liadly capaial
Chaiag lod) ghay clalall Jlod) mgng axe Bsadl 03] Ciluasall (v (se Liady ccaglladl)

Lodaad) 38 alaiy daall pacg caim ye 1) AUail) cdariindl) Lingl i€l Canna ¢ pplalal)
Sl 1galad g:d\ dge glls Jadll dadall daadd) u G4 & Bondll oda Jich :Jlai¥) gad .
t Y Byl miagy 06 o8 J<ally - ALIL a¥lal) PlA e 4t e

JUay) Bkl Asdags JS& 1(6) aby JSA
dg) JI 8 goedll

{ Service delivery ‘

Key contributing factos

1- Inadequate|horizontal ;
2- Inadequate communication between
Sales people and operations
3- Inadequate communication between human resources, marketing, and operations;
4- Differences in policies and procedures across;
5- Propensity to over promise.

[ External communication to customer

Source: Valariea. Zeithaml, a.parasuraman, and leonardl.berry,1990,p 116.

1\Valariea. Zeithaml, a.parasuraman, and leonardl.berry, 1990, optic, p 90.
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