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Strengthening the relationship with customers by
adopting the concept of the dimensions of the quality of
banking services - an applied study on a sample of

clients of the Algerian Gulf Bank AGB, a SAIDA agency
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Abstract: The study aimed to try to know the role of the quality of banking services

in increasing the level of relationship with customers, through a field study of a sample
of clients of the Algerian Gulf Bank AGB Saida Agency, where the study sample
consisted of (98) clients, and the statistical program (spss, v22) was used.) to describe
the personal data of the sample, and the smart- pls program to study the various
relationships between the study variables. With the descriptive analytical method was
used to answer the questions of the study and test its hypotheses. The study showed
that the level of direction of the research sample for the dimensions of banking service
quality and customer loyalty was high, and the study also demonstrated a significant
effect between the dimensions of banking service quality (dependency, response, safety,
empathy) and customer loyalty, and there was no significant effect between the
dimension of tangibility and customer loyalty.

Key words: Quality; banking services; customer loyalty; the bank.

JEL classification: 1.19; M3; G20.
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