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The impact of the quality of banking services on the perceived image of the customer
-A case study of the BADR Bank -Tiaret
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Abstract:

This study aimed to find out the effect of the quality of banking services on the perceived
image of the customer, a case study of the BADR Bank - State of Tiaret. To achieve the objective
of the study, the descriptive and analytical approach was used by distributing a questionnaire
form to a sample of 50 individuals from the bank’s clients. We used the SPSS22 program to test
the hypotheses and extract the results.

The study found that there is a positive relationship between the dimensions of the quality of
banking services (tangibility, reliability, responsiveness, empathy, safety) and the perceived
image of the customer in banking institutions. Based on the results, the study recommended the
necessity of improving the quality of banking services in line with the requirements and desires of
clients in order to improve the perceived image they have.

Keywords: Quality of Banking Services, Perceived Image, Clients, Bank of Agriculture and
Rural Development..
Jel Classification Codes: m31, m39
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Coefficients”
Unstandardized Standardized
Coeflicients Coefficients Significanc

Model B Std. Error Beta T e
1 (Constant

) 3,522 2,032 1,733 ,089

211 ,448 ,019 959 23,494 ,000
a. Dependent Variable: 212
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Unstandardized Standardized
Coefficients Coefficients Significanc
Model B Std. Error Beta T e
1 (Constant
) 13,706 2,396 5,721 ,000
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a. Dependent Variable: 212
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oV sl s Wy (Sig =0.000< 0.05) ks 11,5, Joudt e cdmdl
W &Y ) dedly i) Gl (3 Jeenld 3500 §jsally dwsell) dny G BSLa>] AN I3 BN Sl OF
J2 Gl feeald 350 §ppally BalazeV) day o adlas) AN 93 0T deg Y dIW) Le ) Ao lest 3.8.4
LAyl

ol BSHd) B9l e o Eslaxe W) day e ot 112 ]

Coefficients”
Unstandardized Standardized
Coefficients Coefhicients Significanc

Model B Std. Error Beta T e
1 (Constant

) 14,693 3,832 3,834 ,000

Aadi2 1,701 ,178 , 809 9,532 ,000
a. Dependent Variable: 212
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Coefficients”
Unstandardized Standardized
Coefficients Coefhicients Significanc
Model B Std. Error Beta T e
1 (Constant
) 13,735 3,535 3,885 ,000
Axd13 1,793 ,169 ,837]1 10,610 ,000
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SPSS w2 1y
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Coefficients”
Unstandardized Standardized
Coefhicients Coefficients Significanc

Model B Std. Error Beta T e
1 (Constant

) 2,530 3,316 ,763 ,449

Axdi4 2,278 ,155 904 14,676 ,000
a. Dependent Variable: 212
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Y=2.530+2.278x
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Coefficients”
Unstandardized Standardized
Coefhicients Coefficients Significanc
Model B Std. Error Beta T e
1 (Constant
) 9,920 2,531 3,920 ,000
RN 1,933 ,118 921 16,343 ,000

a. Dependent Variable: 212
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