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Abstract:

The purpose of the current study is to explore the impact of service
quality dimensions on customer satisfaction in Algerian banking sector.
The research used a descriptive analytic research approach for the
purpose of this study, we use a random sample made up 92 respondents
from Bank of Agriculture and Rural Development (BADR) clients in
Oum-El-Bouaghi town, also researchers, use certain statistical analysis
methods such as simple regression analysis, multiple regression
analysis, means and person correlation coefficient to test study’s
hypothesis.

The study found that there is a statistically significant effect at (a0 <
0.05) of banking service quality provided in selected banks on the level
of customer satisfaction (R=0.737). Also the study concluded that all
the dimension of banking service quality (tangibility, reliability,
responsiveness, assurance and empathy) affect customer satisfaction,
and the empathy and assurance are the most effective.

Based on the study results, the researchers presented a set of
recommendations for banking service providers, that will enhance the
customer’s satisfaction in Algeria banks.

Key words: Service quality, Banking service quality, Customers
satisfaction, Banking service quality dimensions, Expectations and
perceptions, SERVQUAL scale.
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