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Abstract

This study addressed the impact of banking services
quality on the customers' satisfaction

The study aimed at stating the factors and dimensions that
form the level of services quality rendered by the commercial
banks, the relative importance from customer's point of view,
measuring the services quality through the expectations of the
customers within the actual banking services.

The research followed the analytical descriptive method in
addition to the historical method to track the literature reviews
which related to the subject of the study.

The research reached to number of results, the most
important of which are the followings:

- There is a tangible impact of banking services quality on
the customers' satisfaction

- The BNMB focuses on supplying its departments with
advanced electronic services, and keen to renew them to
meet the customers' needs.

- The dimensions that form the bank services quality
represent in the modern means of telecommunications
(Technology, customer data-base and good relationship
with the customer)

Based on the above results, the researcher recommends the

following:

- Working on sustaining the banking performance
according to the top quality of its service to gain more
customers.

- The BNMB have to regularly update its mechanism and
banking electronic units to keep pace with the
development in customer's service



- The necessity to form information bases about the
customer, which has importance in the domain of the
customer's value.
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