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Abstract:

This paper deals with the impact of banking services quality from customers’
point of view. In this context, we have tried to prove the importance of the five
dimensions of services quality and their influence on customers’ perception.
Moreover, and through our modest contribution, we have intended to highlight the
nature of the indirect influence of perceived quality on customers’ loyalty through
two variables namely customers’ satisfaction and trust towards banking services, as
provided by this institution. After reviewing in literature the particular relationship
between perceived quality and customers’ loyalty, we moved to confirming a
theoretical model using the structural equations method. To measure all variables
and indicators of the theoretical research model, we have distributed 268
questionnaires to BADR bank’ customers. Then, data analysis was conducted in
three steps: Principal Component Analysis using SPSS software, Confirmatory
Factor Analysis, and Hypothesis Testing. The results have confirmed all research
hypotheses, with the exception of banking service tangibility impact on perceived
quality which was not really significant. This work shows the usefulness in
implementing customers’ strategies that positively influence the perception of
customers as regards to banking services quality and thus maintain a customers’
loyalty policy.

Mots-Clés: Dimensions of services quality, perceived service quality, trust,
satisfaction, customer‘s loyalty, and structural equation modeling.
Jel Classification : M31, C52
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Goodness of Fit Index OLS
Chi_2 (ML) 3437.62
Degré de liberté OF (ML) 1025
Miveau p 0000
Indice RMSEA Steiger-Lind (ML) 0,099
Joreskog. (GFI) 0,819
Joreskog. [AGFI) 0,802
Bentler-Banett Mormed Fit Index (BBMFI) 0,798
Bentler-Bonett Mon-Mormed Fit Index (BBMMNFI) 0,804
Bentler Comparative Fit Index (BCFI) 0,814
Bollen's (Rho) 0,788
Bollen's (Delta) 0,814
Ch2 fDF (ML) 3.35
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JSA&Y Lunlia g ail.qlal\ clasiill 2.2.4

o A s el AN B Skl 4 e

o il i R T = Al ol i i sl b
L

(FIAB)-1->{fizb2] 0,843 0,913 0,166  (QUAL)S1->{quall] 0,659 -1.307 1176
(FIAB)-2->{fizh3] 0,721 21,129 0,430  (QUAL}S2>fqualy] 0666 -1218 1,239
(FIAB)-3->{fizb4] 0,544 -1.694 2,824 (QUALyS3>fquals] 0,700 -1.258 0,992
(FIAB}-4->{fizb3] 0,330 -1,303 1,649 (QUALy545{qual4] 0,718 0,782 0,233
(TANG)-5->{tangl] 0,659 -1,455 1311 (QUAL)55>{quals] 0604 0,776  -0,233
(TANG)-6->{tanz2] 0,562 -1,602 3284  (CONFM62->{confl] 0,771 -1,300 1,328

(TANG)-7->{tang3] 0,588 0,504 1051  (coNFH63->fcon2] 0664 -1366 1,351
(TANGH8-5{tznzd] 0,349 0,492 20,880  (CONFR64->{confs] 0741  -12350 1,334
(TANGHI->{tang5] 0,703 -1.228 0,652  ([CONFH65->{confd] 0,704 -1356 2249
(REZP}11-{zespl] 0,640 -2,003 4,342 (SATISFS6->satisl] 0,738 -1,223 0,944
(RESP)-12->{resp2] 0,782 -1,052 0,116  (sATISyST-ofsanisz) 0711 -1271 1414
(RESP)-13->{szsp3) 0,544 0,881 0,076 (BATIS)s8->fsatisi] 0,832 -1.203 1,266
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(EMPH)-23->{2mpt3) 0,370 -1,984 4,320 (FID}-72-{fid7] 0,728 -1,129 0,363
(EMPH)-24-={emprd] 0,683 0,989 0,111

(EMPH)-25-7{2mpt3) 0,736 -1,883 3,176
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(FIAB)-1-=[OUAL) 0,264 0,050 5,27 0,00 0433 PP
[TANG)-2->{QUAL) -0,061 0,051 -1,18 0,23 0,390 e of
(RESP)-3->(QUIAL) 0,367 0,048 ?,Eb 0,00 0497 e
[SAFE)-4->{QUAL) 0,694 0,041 17,05 0,00 0,491 Bpas
(EMPH)-5->{QUAL) 0,146 0,050 291 0,00 0416 e
[QUAL)-B->[SATIS) 0,872 0,023 38,28 0,00 1,000 ErpTS
(QUAL)-T7->[COMNF) 0,879 0,027 3290 0,00 1,000 e
[SATIS)-B-=(FID) 0,582 0,068 8,38 0,00 0,539 dypes
(CONF)-8-=(FID) 0,348 0,073 4,77 0,00 0437 dppme
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