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ARNOLD , ERIC & PRICE , LINDA & ZINK HAN , GEORGE
CONSUMERS PRINTED IN VONH OFF MAN PRESS INC NEW YORK NEW DELHI
7™M ED2002

Asher , Mike Managing quality in the service sector
Printed in Koa an page 1% ed1996

Bank , John By printed Mc Graw. Hill Inc 1% ed1996
The Essence of total Quality management

Berg man Bo& Klefsjo, Benget Quality form Customer need to Customer satisfaction
Practice in Sweden1994

Batson & Harris Management services Text and readings -2™ Ed London the Dryden

Marketing 1 992

Boron &Harris Services Marketing Text and Cases Macmillan Press — London

Boone, Louis & KUITZC, David Contemporary Marketing Mc Graw, Hill- Inc9th ed
1998

Cam , Mcnair &Libfried , Kathleen Benchmarking a tool for continuous improvement1992
Printed John Wiley & Sons , Inc New York 1* ed

Clark , Moira Marketing Management1® Ed- New York-2000

10

Chase et al Operation management Printed in McGraw Hall , Inc1995

11

Conclaves Services Marketing A strategic Approach ,N ,J ,MSA By printed —Hall — 1998

12

Davis , Mark & J. Aquilano , Nicholas & Fundamental sofa operations management B.
Chase Richard Printed in R.R. Domelley & Sons Company 4™ ed2003

13

Dibb , Sally et al A marketing Concept and Strategies By printed Houghton —Mifflin
Company 1994

14

Daft , Richard Organization theory and design Printed in R.R. Donnelley 7" ed2001

15

Dale ,Barri & Cooper ,Cary & Wilkinson , Adrian " management Quality and human
resources Printed By Great Britain ,Inc —well -1997
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16

DOBBIN ET AL MANAGEMENT TOTAL QUALITY PERSPECTIVE SOUTH —
WESTERN1997

17

Etzel et al Marketing By printed Cil — Mc Graw — Hill , Inc 14™ ed2001

18

19

Evans , James Production Opera tans Management Quality , performance & Value Printed
in Minneapolis , Saint Paul New York 5" ed1997

20 | Fischer, Donald E. and Jordan, Ronald J. (Security Analysis and Portfolio Management).
New Delhi, Prentice — Hall of Indial 996
21 | Goetsch , David & Davis , Stanley Introduction to total Quality Management for

production , processing& services Printed in United States of America , 131997

22

Goetsch & Davis Introduction to total Quality Management for production , processing&
services Printed in United States of America , 11994

23

Gronroos Quality and Customer Satisfaction Journal Marketing vole 61996

24

Hutt, Epeh Speh Thomas Business Marketing Management New York 6™ ed 1998

25

Hill , Terry Operation management strategic context and managerial analysis Printed in
Great Britain by an Tony Rowe Gippenhan Wit shire 5™ ed2000

26

Hajj at Mim Total Quality Management for Durable Good. An Exploratory study in the
Jordanian market working paper Yarmulke univerty Ibid. Jordan1997

27

Hill , Charles W.L. Competing in the Global market place , International business Printed
by Hall , Inc 4" ed2003

28

Ivancevich et al Organizational Behavior and Managementlst McGraw- Hill-Irwin2002

29

Keanney, Kevin The world of Banking Printed in Jan fed [ 992

30

Kotler ,Philip Marketing Management Analysis Planning Implementation control New Jersey
,prentice-Hill International ,Inc 1994
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31

KOTLER , PHILIP MARKETING MANAGEMENT ANALYSIS , PLANNING
IMPLEMENTATION & CONTROL PRINTED IN PRENTICE HALL UPPER SADDLE
RIVER NEW JERSEY 07458 9™ ED1997

32

Kotler , Philip Marketing Management Analysis Planning Implementation and control By
printed Englewood cliffs , New Jersey —Hall , Inc1999

33

Kotler , Philip & Armstrong , Gary Marketing an introduction Printed in Prentice Hall
Upper Saddle River , New Jersey 07458 5™ ed2000

34

Krajewski , Leej & Ritzman , Larry Operation Management Strategy and Analysis Printed
by Addison — Wesley publishing Co 571999

35

Koch , Timothy & Macdonald's Bank management2™ ed2000

36

Love , Arnold Evaluation Methods source book Printed in Canada
1% ed1991

37

Logo thetis Management for Quality from Deming to touchy Printed in Hall , Inc , New
Delhi1997

38

Mark land, Robent E. & Shawneek , Vickery & Robent , Davis A. Operation
management — Concept in manufacturing and service By printed West Publishing Company —
New York ed1995

39

Mosley , Donald & Pietrl , Paui & Megginson Management Leader Ship in ActionPrinted in
Harper costliness college pubhsbers 4" ¢1996

40

Madian , Arther Marketing Financial Service By printed Macmillan Press L td Publishing
London1996

41

Morgen ,Colin & Stephen Murgatroycl Total Quality Management in the Publish sector
By printed Grophictt Typesettey. Publishing Hong Kong L td ed1995

42

Moynihan & Tilley Production and operation management6™ Ed- Britain —Hall-Inc1992

43

Noori, Hamid &Radford, Russell Production and operation management Exclusive
rights by McGraw-Hill-Inc 1995

44

Nahmias , Steven Production & operation analysis Printed in Singapore London 3™ ed 1997

45

Oliver R .L Service Quality " New Direction in Theory and practice " Sage London Spring -
19941999
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46

PALMER ,ADRIAN PRINCIPLES OF SERVICE M,ADRIAN MARKETING
MCGRAW- HILL-COMPANIES1997

47

s Pride, William & Ferrell, O. Marketing Concepts and Stragies
Studented.U.S.A Houghton Miftin2000

48

Rose, peter S(Money & Capital Markets6™. ed, Irwin/ Mc Graw — Hill,).
1997

49

Robert , Cooper G -& Scott , Edgwtt Product Development for the service sector By
printed Peruses Book Cambridge , Massachusetts Lessons From Market Leader , Hill -New
York ed1999

50

Raja opal P. Marketing Management Text & Cases Printed in Mc Graw , Hall Inc ed2000

51

Render , Barry & Heizer , ToyPrinciples of operation management with tutorial Printed in 2ond
ed1997

52

Ross, Joel E. Total quality management. Text cases & reading Printed by Lucie Press
Publishing Florida. Inc 1* ed1995

53

Robinson , Richard B. Printed by Hill —Inc , New York2000

Stratagie Management Formulation IMplemetation and control

54

Robbins, Ronnins P. & Coulter S. Management Printed in Hall , Inc , New Jersey 6™
ed By printed Hall Inc. USA ed1998

55

Russell &Taylor Operation management Mutimedia version 3rd practice in —Hall-
Inc.2000

56

Ross, Joel E. Total quality management. Text cases & reading Printed by Lucie Press
Publishing Florida. Inc 1% ed1995

57

Rose, peter S:(Commercial Bank Management) 4™ .ed, Irwin / Mc Graw —Hill1999,

58

Russell ,Winer Marketing Management Printed in New Jersey —Hall, Inc 2000

59

Summers, Donna C,S, Quality By printed New Jersey. Hill Inc 1997

60

Stanton et al Marketing By printed Irwin Me Graw — Hill ed 1997
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SHAFER , SCORT M. & MERDITH , JACK R. OPERATION MANAGEMENT. A
PROCESS APPROACH WITH SPREAD SHEETS BY PRINTED JOHN WILLY & SONS,
INC 15T ED1998

Skinner, Steren J. Marketing By printed Houghton Miffin Company, Boston. Hall. Inc
ed1995

Smart Customer Satisfaction measurement Printed in Strategie Marketing and Research Technigs Hill

, Inc ed2000

Slack, Chambers N. & Her land , & John Ston A. Operation management By printed
Published Man. Inc 2™ ed1998

Teas R.K Expectations Performance Evaluation and Consumers perception of
Quality, Journal of Quality vole 57-oc 1993t

T,C,E Cheng Just- in — time Manufacture an introduction Printed in Chapman & Hall
London 2™ ed1996

Vonderembse ,Mark Operation management2™ West Publishing - USA1991

Valdez , Stephen An introduction to Global Financial Market Printed in Great Britain
creative print & design (Wales) Ebb vale2000
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** Correlation is significant at the 0.01 level (2-tailed)

Sig .(2-tailed )

S D R
i gal) VARO00001
X1 Persop 1
correlation
Sig .(2-tailed )
X2 VARO00002
Person 0.915%* 1
correlation .000
Sig .(2-tailed )
X3 VARO00003
Person 0.833** | (0.830** 1
correlation .001 .002
Sig .(2-tailed )
X4 VAR00004
Person 0.798** | 0.844** | (0.849**
correlation .003 .001 .002
Sig .(2-tailed )
X5 VARO00005
Person 0.935%* | 0.751** | 0.765**
correlation .000 .008 .006

* Correlation is significant at the 0.05 level (2-tailed). N=40

Sl

X6

X7

X8

X9

X10

VARO00006
Person
correlation
Sig .(2-tailed )
VARO00007
Person
correlation
Sig .(2-tailed )
VARO00008
Person
correlation
Sig .(2-tailed )
VARO00009
Person
correlation
Sig .(2-tailed )
VARO00010
Person

correlation
Sig .(2-tailed )

0.755%*
.007

0.774%*
.005

0.76**
.006

0.789%*
.004

0.845%*
.001

0.899**
.000

0.827**
.002

0.9527%#*
.000

0.947**
.000

** Correlation is significant at the 0.01 level ( 2-tailed )
* Correlation is significant at the 0.05 level ( 2-tailed ). N=40
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(1) Jpad (7) gl

0.681* 1
.021

(2) Jga1 (7) gl

0.859%* 1
.001



BRI

X11

X12

X13

X14

X15

** Correlation is significant at the 0.01 level ( 2-tailed)

VARO00011
Person correlation
Sig .(2-tailed )
VAR000012
Person correlation

Sig .(2-tailed )
VARO00013
Person correlation

Sig .(2-tailed )
VAR00014
Person correlation
Sig .(2-tailed )
VARO00015

Person correlation
Sig .(2-tailed )

0.887**
.000

0.601
0.51

0.422
.196

0.927%*
.000

0.669

0.557
.075

0.821%**
.002

0.925%%*
.000

0.757**
.008

* Correlation is significant at the 0.05 level ( 2-tailed ). N=40

iisall VARO00016
X16 Persop
correlation
Sig .(2-tailed )
X17 VARO00017

X18

X19

X20

** Correlation is significant at the 0.01 level ( 2-tailed ).

Person correlation
Sig .(2-tailed )

VARO00018
Person
correlation

Sig .(2-tailed )

VARO00019
Person
correlation

Sig .(2-tailed )

VARO00020
Person
correlation

Sig .(2-tailed )

0.835%*
.001

0.728%*

.011

0.571
067

0.695

0.647**

.031

0.737**
.010

0.794%**

.004

0.553
.078

0.588
.657

* Correlation is significant at the 0.05 level ( 2-tailed ). N=40
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(3) ds(7) sl
1
0.527 1
.096
(4) J31(7) gl
1
0.495 1
122



X21

X22

X23

X24

X25

VAR00021
Person
correlation
Sig .(2-tailed )
VAR00022
Person
correlation
Sig .(2-tailed )
VARO00023
Person
correlation
Sig .(2-tailed )
VAR00024
Person
correlation
Sig .(2-tailed )
VARO00025
Person

correlation
Sig .(2-tailed )

0.7817%*
.005

0.782%*
.004

0.637%*
.035

0.641%*
.033

0.954**
.000

0.804**
.003

0.814**
.002

S S S e e e N N

LY
-

000000000000000000000000000000000000 (3=>al

** Correlation is significant at the 0.01 level ( 2-tailed )
* Correlation is significant at the 0.05 level ( 2-tailed ). N=40

a3l

Cl

C2

C3

C4

(O8]

VARO00026
Person
correlation
Sig .(2-tailed )
VAR00027
Person
correlation
Sig .(2-tailed )
VAR00028
Person
correlation
Sig .(2-tailed )
VAR00029
Person
correlation
Sig .(2-tailed )
VARO00030
Person

correlation
Sig .(2-tailed )

0.919%*
.000

0.793**
.004

0.736**
.010

0.936**
.000

0.702*
016

0.681
021

0.97%*
.000

(5) Js1(7) gl
1
0.809** 1
.003
0.838** | 0.951** 1
.001 .000
(6) Js1(7) il
1
0.780%** 1
.005
0.741** | 0.770%* 1
.009 .006

** Correlation is significant at the 0.01 level ( 2-tailed ).
* Correlation is significant at the 0.05 level ( 2-tailed ). N=40

197



C7

C8

C9

C10

VARO00031
Person correlation
Sig .(2-tailed )

VARO00032
Person correlation
Sig .(2-tailed )

VAR00033
Person correlation
Sig .(2-tailed )

VAR00034
Person correlation
Sig .(2-tailed )

VARO00035
Person correlation
Sig .(2-tailed )

0.551
.79

0.445
170

0.645*
.032

0.926**
.000

0.852%**
.001

0.491
125

0.554
.077

0.324
330

0.390
235

** Correlation is significant at the 0.01 level ( 2-tailed ).
* Correlation is significant at the 0.05 level (2-tailed). N=40

JRYw]

Cl1

Cl12

C13

Cl4

C15

VARO00036
Person correlation
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Abstract

The study aimed to recognizing the nature of the relationship between the service
quality dimensions and its effect in achieving customer satisfaction (Applied Study
in a Sample banking organizations). Many banking organizations recognized that
customer satisfaction give it a power reason to stay and growth, and if it can not
achieving that, it may can not continuo and compete for along time, especially
because of the technology development and else which let the decisions taken in
apart of the ward influence the ether parts, this phenomena called (globalization).

For that challenge, the banking organizations must take the customer satisfaction
philosophy in concede ration that give it competitive advantage and make high —
level profitability .put a stabile arrangement for these dimensions on the light of
fitness with the customer satisfaction limits can help largely in offering high quality
services that satisfy needs and wants of customer, in the same time help the banking
organizations compete in the markets and gain a competitive advantage , as well as
the fall in arrange these dimensions lead to weakness of the competitive capabilities

The study introduces the concepts and dimensions of service quality, showing
how it is contributes to enhancement the image of the service organization, thus
increasing patronage, which eventually leads to enhanced market share and
profitability.

The study trying to answer the following questions:-

1- Do the managers of the concerned banking organizations have a clear
imagination about the service quality dimensions and the customer
satisfaction limitations?

2- What is the nature of the service quality dimensions (reliability,
responsiveness, credibility, access, courtesy, tangibles) in the concerned
organizations?

3- Do the managers of the concerned banking organizations have a clear
imagination about managing customer satisfaction limitations?

4- Do the managers of the concerned banking organizations have a clear
imagination about the relationship among the service quality dimensions and
the customer satisfaction limitations, and about effect of the service quality
dimensions on the customer satisfaction limitations?

To answer the above questions it requires design assumption model reflects the
nature of the effective relationship among service quality dimensions and customer
satisfaction variables .the model produce many of main and sub assumptions which
reflect that relations .

The study model adopted the vertical design; its total variables were exposed
decreasingly started from top (service quality dimensions) as a independent



variables, and the customer satisfaction limitations as a dependent variables. The
study assumptions designed as following:
1- The conceder banking organizations virus in adapting service quality
dimensions and customer satisfactions limitations.

2- Testing the relationship among service quality dimensions and customer

satisfactions limitations.

3- Testing effect of the service quality dimensions in customer satisfactions

limitations.

Al-raff Eden , al-rashed , Baghdad , and medal east banking organizations were
choosing , the study sample was (100) questionnaire, (40) for the managers , (60) for
customers , many of statically styles were used to testing the relationship and effect
among study variables .the study has group of conclusions such as :-

1- The conceder banking organizations have service quality dimensions, it adapt

(courtesy, credibility, reliability, responsiveness, tangibles) consequently.
2- the organizations various in adapting customer satisfaction limitations (
safety, compensating, information, auditor ship, culturing)
The study has many recommendations such as:

1- The conceder banking organizations must establish appropriate system for

questioners that give the customer chance to present his ideas.

2- Teaching the quality in a specialist institutions and universities.

All so, the study has a group of suggestions, from it:-

1- Focusing on service quality dimensions and its effect on the market share

and profitability.

2- Studding effect of demographic factors in customer satisfaction.
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