ISSN:2353-0189 1 sua)l  5alaall aaguuil( g yl<mis¥dlva
LSS Sl B3 g

S Dbl B34
Tl OVl 3305 9 613 AJlad Godon oy
— bk (S Ay (o515l gb gl ) Al datys

The quality of banking services between achieving
performance and improving competitiveness
Case study of the Algerian National Bank in Sidi Bel Abbes
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Abstract :

This paper aims to explain the contribution of the
quality of banking services in achieving the performance of
banks and the rdliability of its role in developing its
competitive capabilities .

For this we have used the model of structural equations
(SEM)for the processing and analysis of data in the field .\We
have studied the probable relationship between the quality of
the banking service and the customer satisfaction index,based
on the study of the five parameters tha measure the quality of
the banking service :tangibility ,reliability,reactivity ,empathy
and security .

We also studied the probable relationship between the quality
of the banking service and the banking competitiveness
through the fidelity index.

Key words: Quality of banking services,performance
efficiency,competitiveness,customer satisfaction and fidelity.
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