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Abstract:

The objective of this research is to measure customer satisfaction about the
quality of banking services which provided by some public commercial banks
(National Bank of Egypt, Misr Bank) and private commercial banks (Bank of
Alexandria, Barclays Bank) in the governorates of Cairo and Fayoum .The

research was based in the theoretical side on the descriptive analytical approach,

- YA -



and in the practical side, the research relied on collecting data from the research
sample (YA ¢ individuals) through a questionnaire. To address the data has been
used a number of statistical methods sucwh as percentages, and the arithmetic
mean, the model regression linear (T-Test), (F-Test), standard deviation,
standard coefficient of variation, correlation coefficient, consistency and honesty
coefficient. The SPSS program was also used in statistical analysis. The research
assumes that there is a significant positive correlation between customer
satisfaction and the quality of banking services which offered by banks. The
results of the study showed that there are significant differences in the
satisfaction of the customers according to each of the variables tangibility with
an (average of 1.6748), Reliability (average of 1.8622), Response (average of
1.9782), safety (average of 1.7912), and Sympathy (average of 1.8786), which
represented the five indicators to measures of customer satisfaction about the
quality of banking services. And finally suggestion some recommendations,
which including the improvement and development of technology that used in
the provision of banking services in order to enhance the speed and accuracy of
services delivery, reduce waiting times, and the speed of response to customer

requirements.
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(") Schwartz, M.H. "A Quality Issue: Bank Product and Service" Bank Administration, 65, 5, 1989, pp
30-36.

(3) Bergman and Klefsjo. "Quality from Customer Needs to Customer Satisfaction" (London : McGraw-
HILL BOOK CO, 1994), pp 35-36.
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B Ao s Lela e Janss (S Caligall iy
S dadd r,,:ufﬁ L.':J! L;_a.ud\j Jdslad A.A:’ uj.a.kj.d\ da.g
AleY) Jie edlaall alddl Y sle)ja a5

e slaiel gl e (rage Slidly (Ll cpal Sl Jaims

ceSland) Cilaglaal Al Ao jew il ady

ALY il sl gal) iy

dazlyy sie il lgars ) clardl) e clasleal)
JAadleall adhig

wlalals 399 daye zg ehandl ae Oalagall Jalay
cell) cpilagal IV AglgY) b Jaeall dalias
Aaadll 3 daadge IS ceSlanl) G A58 angy ¥
Agiass e Aailaally Lot poky ) clidl aey

&

s eSland) Ly (gda (pulid G

L@.Ai.a:i H‘ 4a2al) 8aga (o d__\.md\ LA.'AJ (3a
(&b A yeadll daodl) 535 (el alad A el
@bl Jganll

(2) fb Gl

dial) Lailail %4-6.&4_93\ slaaly)

Statistics
s galdll Joalde Y Alaiay) ok Cabalasl)
N Valid 30 30 30 30 30
Missing 0 0 0 0 0
Mean Y,V EA V,ATYY Y,AVAY Y,YayyY Y,AVAT
Std. Deviation .50189 1.03444 .98377 .75126 .75126
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(3) A 3ale

t— test ,Lai)

One-Sample Test

Test Value =0
95% Confidence Interval of the
Difference
t df Sig. (2-tailed) Mean Difference Lower Upper
s salall 15.148 29 .000 2.03030 1.7573 2.3033
alaie Y 11.506 29 .000 1.69697 1.3966 1.9974
PEEN ] 12.661 29 .000 1.69697 1.4240 1.9700
LY 10.502 29 .000 1.63636 1.3190 1.9537
alalail) 12.752 29 .000 1.75758 1.4768 2.0383
(4)e 3ale
O ot ot o ) Jalaa
Correlations
s galall Gpalaie ) iy Y Cabalal)
A salall Pearson Correlation 1 .589™ .543™ 697" 516"
Sig. (2-tailed) .000 .001 .000 .002
N 30 30 30 30 30
Lakae Y Pearson Correlation 589" 1 717" 757" 432"
Sig. (2-tailed) .000 .000 .000 012
N 33 33 33 33 33
ERESRYY] Pearson Correlation 543" 7177 1 697" 4757
Sig. (2-tailed) .001 .000 .000 .005
N 33 33 33 33 33
gyl Pearson Correlation 697" 7577 .697™ 1 575"
Sig. (2-tailed) .000 .000 .000 .000
N 33 33 33 33 33
abalail) Pearson Correlation 525" .632™ .645™ 7107 512"
Sig. (2-tailed) .002 .000 .000 .000 .002
N 33 33 33 33 33

**_Correlation is significant at the 0.01 level (2-tailed).
*. Correlation is significant at the 0.05 level (2-tailed).
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(5) A Gale

Model Summary

Change Statistics
Adjusted R | Std. Error of | R Square Sig. F
Model R R Square Square the Estimate Change F Change | dfl df2 Change
1 .8192 .819 .819 .16530731 .979 163.718 7 25 .000
ANOVA?
Model Sum of Squares Df Mean Square F Sig.
1 Regression 31.317 7 4.474 195.718 .000°
Residual .683 25 .027
Total 32.000 32
a. Dependent Variable: satisfied
Coefficients?
Standardized
Unstandardized Coefficients Coefficients
Model B Std. Error Beta t Sig.
! (Constant) -2.619- 099 -1.624 000
4 |
festd 313 055 241 154 000
Lalaie Y
ey 433 059 197 . 854 001
ety
= 109 060 084 369 082
Sy
o 626 075 153 786. 032
Calalail)
.298 .056 .236 298 .000

a. Dependent Variable: satisfied
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