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Excellence Management and lts Role in Improving
Customer Service Quality: An Applied Study on the Banking
Sector

Ramez Ramadan Mohammed Hussein
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Sadat Academy for Management Sciences

Abstract

Thepresentstudyaimsatdeterminingtheimpactofimplementing
the factors and principles of excellence management (leadership,
policies and strategies, human resources, customer satisfaction)
to improve the customer service quality in public banks of Egypt.
For this purpose, the current study employs a 40-question
~ questionnaire and due to the huge size of the Egyptian society,
the sampling method is applied randomly. This questionnaire is
distributed to all those who work in supervision and leadership
positions in these public banks. According to the study, 200 forms
are distributed, of which 183 forms are retrieved, of which 176
forms are valid for conducting the statistical analysis, i.e. 88% of
the total number of the distributed forms. The study depends on the
aescriptive analytical approach and the pilot study methodology.
It also uses the statistical analysis program (SPSS) to analyze the
data and test their hypotheses while the descriptive statistics is
used to refer to the questions of the study.The normal distribution
tests are used to analyze the simple declination in order to choose
theif hypotheses as well.

The study concludes to a number of results. One of the important
results is that the national banks of the study believe that the
application of the factors and principles of excellence management

-\ay-



e ¢ dleall MJEILMFSARG@MM?,O”JL}*‘BI 331a] - (i Lazea lidray jaly

(leadership, policies and strategies, human resources, customer
satisfaction) helps to improve the customer service quality in these
banks. Finally, the study then recommends that national banks of
the study should adopt the factors and principles of excellence
management in their administrative businesses.

Keywords:Excellence Management, Service Quality, Banking
Sector.
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