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Evaluation of the reality of the application of service quality
dimensions in Syrian private banks
Case study in Sham Bank

**Ghadeer Samir Junud

ABSTRACT

This study aimed to identify the extent of commitment to applying
the dimensions of service quality in Sham Bank from the point of
view of its customers,

The descriptive analytical method was relied on to study the
phenomenon as it is on the ground, and 150 questionnaires were
distributed and (142) were retrieved from them, valid for analysis.
It included the dimensions of service quality (tangibility — reliability
— response — trust — empathy) on a regular random sample of
bank customers in the governorates of Damascus, Homs and
Tartous, where the arithmetic averages and standard deviations
were extracted to ensure the presence of these dimensions on the
ground, and it was relied on the test (T—TEST ONE SIMPLE) to
check whether there are statistical differences or not, based on the
statistical program (SPSS 25).

A set of results was reached, the most important of which is the
application of service quality in the Sham Bank under study in an
average way. Developing the quality level of the banking services

offered to customers and achieving their satisfaction.

Keywords: service — service quality - Sham Bank.
*PhD Student — Department of Business Administration — Faculty of Economics -

Tartous University — Tartous — Syria.
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