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000000000000000000000000000000000000 (3~3ke]

i gall VARO00001
Person 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 VV AR00004
Person 0.798** | 0.844** | 0.849**
correlation .003 .001 .002
Sig .(2-tailed)
X5 VV AR00005
Person 0.935** | 0.751** | 0.765**
correlation .000 .008 .006
Sig .(2-tailed)

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

il V AR00006
Person 1
A8 correlation
Sig .(2-tailed )
X7 VARO00007
Person 0.755** 1
correlation .007
Sig .(2-tailed)
X8 VAR00008
Person 0.774** | 0.845** 1
correlation .005 .001
Sig .(2-tailed)
X9 VAR00009
Person 0.76** | 0.899** | 0.952**
correlation .006 .000 .000
Sig .(2-tailed)
X10 VARO00010
Person 0.789** | 0.827** | 0.947**
correlation .004 .002 .000
Sig .(2-tailed)

** 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) dsst (7) gl

0.681* 1
021

(2) dsu (7) gl

0.859** 1
.001



(000000000000000000000000000000000000 (&=~

il VARO00011

X11 | Person correlation 1
Sig .(2-tailed)
X12 VARO000012
Person correlation | 0.887** 1

Sig .(2-tailed ) .000
X13 VAR00013
Person correlation 0.601 0.669 1
Sig .(2-tailed ) 0.51
X14 VARO00014
Person correlation 0.422 0.557 | 0.925**
Sig .(2-tailed) .196 .075 .000

X15 VAR00015
Person correlation | 0.927** | 0.821** | 0.757**
Sig .(2-tailed) .000 .002 .008

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

i sall VARO00016
X16 Person 1
correlation
Sig .(2-tailed )
X17 VARO00017
Person correlation | 0.835** 1
Sig .(2-tailed) .001

X18 VARO00018

Person 0.728** | 0.647** 1
correlation .011 .031
Sig .(2-tailed )
X19 VAR00019
Person 0.571 | 0.737** 0.553
correlation .067 .010 .078
Sig .(2-tailed )
X20 VAR00020
Person 0.695 | 0.794** 0.588
correlation .004 .657
Sig .(2-tailed)

** 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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(3) JgI(7) b

0.527 1
.096

(4) Jgud\(7) Gl

0.495 1
122

|
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(5) Jgu\(7) goll

il VARO00021
Person 1
—_ correlation
Sig .(2-tailed)
X22 VAR00022
Person 0.781** 1
correlation .005
Sig .(2-tailed)
X23 VARO00023
Person 0.782** | 0.954** 1
correlation .004 .000
Sig .(2-tailed)
X24 VAR00024
Person 0.637** | 0.804** | 0.809** 1
correlation .035 .003 .003
Sig .(2-tailed)
X25 VAR00025
Person 0.641** | 0.814** | 0.838** | 0.951** 1
correlation .033 .002 .001 .000
Sig .(2-tailed)

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

(6) Jgur1(7) gl

il VAR00026
Person 1
el correlation
Sig .(2-tailed )
C2 VAR00027
Person 0.919** 1
correlation .000
Sig .(2-tailed)
C3 VARO00028
Person 0.793** 0.702* 1
correlation .004 .016
Sig .(2-tailed)
Cc4 VAR00029
Person 0.736** 0.681 | 0.780** 1
correlation .010 .021 .005
Sig .(2-tailed)
C5 VAR00030
Person 0.936** 0.97** | 0.741** | 0.770** 1
correlation .000 .000 .009 .006
Sig .(2-tailed)

** 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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il VARO00031
C6 Person correlation 1
Sig .(2-tailed)

C7 VAR00032
Person correlation 0.551 1
Sig .(2-tailed) .79

C8 VARO00033
Person correlation 0.445 | 0.852** 1
Sig .(2-tailed) .170 .001

C9 VARO00034
Person correlation 0.645* 0.491 0.324
Sig .(2-tailed) .032 125 .330

C10 V AR00035
Person correlation | 0.926%* 0.554 0.390
Sig .(2-tailed) .000 077 .235

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

il VAR00036
Person correlation 1
C 1 59 (2-tailed)

C12 VAR00037
Person correlation | 0.724** 1
Sig .(2-tailed) .094

C13 VAR00038
Person correlation | 0.768** | 0.736** 1
Sig .(2-tailed) | .012 .010

C14 VAR00039
Person correlation | 0.775%* 0.681* | 0.961**
Sig .(2-tailed) .006 .021 .023

C15 VARO00040
Person correation 0.719* | 0.810** | 0.960**
Sig .(2-tailed) .013 .000 .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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(7) Jgu\(7) gl
1
0.647* 1
.032
(8) JgI(7) Gl
1
0.963** 1

.000
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(9) Js31(7) gl
isal) VAR00041
Person correlation 1
C16 | §g (2-tailed)
C17 VAR00042
Person correlation 0.343 1
Sig .(2-tailed) .302
X18 VAR00043
Person correlation 0.296 0.631* 1
Sig .(2-tailed) 377 .042
X19 VAR00044
Person correlation 0.647* 0.626* 0.796* 1
Sig .(2-tailed ) .032 .039 .003
X20 VAR00045
Person correlation -0.118 -0.255 0.064 0.041 1
Sig .(2-tailed) 729 .450 .851 .905
** Correlation is significant at the 0.01 level ( 2-tailed).
* Correlation is significant at the 0.05 level ( 2-tailed ). N=40
(10) Jy#1(7) gl
Disall VAR00046
Person correlation 1
C2L 1 §g (2-tailed)
Cc22 VAR00047
Person correlation -0.201 1
Sig .(2-tailed) .553
c23 VVAR00048
Person correlation 0.244 | 0.842** 1
Sig .(2-tailed ) 470
c24 VAR00049
Person correlation -0.457 0.224 0.220 1
Sig .(2-tailed) 157 .508 .516
C25 VV AR00050
Person correlation 0.646* 0.008 -0.241 0.010 1
Sig .(2-tailed) .032 .982 476 977

** 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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Abstract

Abstract

The study aimed to recognizing the nature @& thlationship between the
service quality dimensions and its effect in acimgvcustomer satisfaction
(Applied Study in a Sample banking organizatioméany banking organizations
recognized that customer satisfaction give it a gromeason to stay and growth,
and if it can not achieving that, it may can nohtoauo and compete for along
time, especially because of the technology devetosppnand else which let the
decisions taken in apart of the ward influence étiger parts, this phenomena
called (globalization).

For that challenge, the banking organizationstrtake the customer satisfaction
philosophy in concede ration that give it compegitadvantage and make high —
level profitability .put a stabile arrangement tbese dimensions on the light of
fitness with the customer satisfaction limits caglphlargely in offering high
guality services that satisfy needs and wants sftiotner, in the same time help the
banking organizations compete in the markets amud g@ompetitive advantage ,
as well as the fall in arrange these dimensionsg feaveakness of the competitive
capabilities .

The study introduces the concepts and dimeasobrservice quality, showing
how it is contributes to enhancement the imagehefdervice organization, thus
increasing patronage, which eventually leads toaesoéd market share and
profitability.

The study trying to answer the following quess:-

1- Do the managers of the concerned banking orgaaimthave a clear
imagination about the service quality dimensiongd &he customer
satisfaction limitations?

2- What is the nature of the service quality dimensiofreliability,
responsiveness, credibility, access, courtesy,illéas) in the concerned
organizations?

3- Do the managers of the concerned banking orgaaimathave a clear
imagination about managing customer satisfactioitditions?

4- Do the managers of the concerned banking orgaormthave a clear
imagination about the relationship among the serguality dimensions
and the customer satisfaction limitations, and atafiect of the service
guality dimensions on the customer satisfactiortéitions?

To answer the above questions it requires dessgamption model reflects the
nature of the effective relationship among serggality dimensions and customer
satisfaction variables .the model produce manyahmand sub assumptions which
reflect that relations .

The study model adopted the vertical design; italteariables were exposed

decreasingly started from top (service quality disens) as a independent

variables, and the customer satisfaction limitegtias a dependent variables. The
study assumptions designed as following:



1- The conceder banking organizations virus in adgptservice quality
dimensions and customer satisfactions limitations.

2- Testing the relationship among service quality dismens and customer
satisfactions limitations.

3- Testing effect of the service quality dimensionscustomer satisfactions
limitations.

Al-raff Eden , al-rashed , Baghdad , and rhedat banking organizations were
choosing , the study sample was (100) questionngify for the managers , (60)
for customers , many of statically styles were usetesting the relationship and
effect among study variables .the study has grdwoieclusions such as :-

1- The conceder banking organizations have servicditguimensions, it
adapt (courtesy, credibility, reliability, respovemness, tangibles)
consequently.

2- the organizations various in adapting customersfatiion limitations
( safety, compensating, information, auditor skidfuring)

The study has many recommendations such as:

1- The conceder banking organizations must estabfipho@riate system for
guestioners that give the customer chance to presemeas.

2- Teaching the quality in a specialist instituti@msl universities.

All so, the study has a group of suggestions, fitom

1- Focusing on service quality dimensions and itsctid@ the market share
and profitability.

2- Studding effect of demographic factors in custosaisfaction.
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