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ABSTRACT

THE EFFECT OF BANKING SERVICES QUALITY IN ACHIEVING THE
CUSTOMER’S SATISFACTION: AN EXPLORATORY STUDY AT SOME
COMMERCIAL BANKS IN DUHOK CITY

The customer is considered one of the most important pillars that ensure the survival
and continuity of the establishment, so the institutions seek to get the customer
satisfied. As customer satisfaction has become a major goal of quality, considering
that quality is a goal to raise the level of service to achieve customer satisfaction, so
the successful institution takes the customer’s feedback into consideration concerning

the services offered by such an institution by setting clear procedures to deal with

Customer’s complaints and suggestions to provide a high-quality of services to ensure

customers’ satisfaction.

It has been noticed recently a broad and noticeable appearance of the term customer
satisfaction, especially in light of increasing the number of business organizations
working in the same sector, the expansion of international and global markets, and an
increase in the size and rate of goods and services outputs, which requires each
organization to maintain its client list which is considered the main goal that these
organizations want to achieve because they are the main reason that guarantees
these organizations the continuity, success and ability to achieve competitive

advantages.

The quality of banking services in light of the current challenges is a competitive
weapon in the field of business, especially in light of globalization that has made the
entire world a single market, and achieved customer satisfaction which has become
the real obsession for the organization in order to continue in the field of business. The
organizations which do not focus on quality cannot guarantee their success and

continuity in the market.

The present study aimed at studying banking service quality and customer
satisfaction. To conduct the study, one main research question and some sub-

research questions were set, and as follows:



Does the quality of banking services play a role in achieving customer satisfaction in

a number of commercial banks in Duhok city?

Sub-research questions

1-What is the concept of quality of service in commercial banks?

2- Do commercial bank customers realize the importance of quality of service in

dealing?

3- Does the quality of banking services enhance the relationship between the banks

and their customers?
4- Does the quality of banking services help to achieve customer satisfaction?

The present study tried hopefully to study the quality of banking service and customer
satisfaction, as well as it dealt with a vital sector represented by commercial banks,

which are one of the main pillars of the national economy.
The study also aimed to achieve the following:

1- Highlighting the importance of the quality of banking services on developing an

intimate relationship with customers.

2- Getting decision makers in institutions and managers aware of the importance and
feasibility of innovation in marketing in general, and its role in the field of banking

services in particular.

3- Drawing the researchers’ attention of the importance of the topic to be further

investigated.
It is hypothesized that the banks that have service quality may lead to achieve.

The sample of the study included (133) clients who deal with commercial banks in
the city of Dohuk were randomly chosen, and a questionnaire was developed to collect
data on the field side, and through some statistical methods the results were analyzed

and hypotheses tested.
The most important conclusions were as follows:
1- There is an interest by the study sample banks in the quality of banking service.

2- There is an interest by the study sample banks to achieve customer satisfaction

and make every effort to reach the desired goal.



Vi

3- The results also indicate a correlation relationship at the macro and micro levels of

banking service quality in achieving customer satisfaction.

4- There is an effect on the macro and micro levels of banking service quality on

customer satisfaction.
The study recommends the following.

1-The individuals working in the banks should be taken care of because they have a

major role in achieving quality, and hence the ability to achieve customer satisfaction.

2- Since some of the individuals lack training programs as the interview indicated, it is
necessary for bank departments to train their workers to increase their expertise and

development.

3- We suggest that banks adopt a sample in the study plan as a working mechanism

for the quality of the banking service in achieving customer satisfaction.

4--The need for the banks in the study community to conduct studies from time to time
to ensure the effectiveness and quality of the services provided to the customers in

order to achieve customer satisfaction.

5-- The necessity for the Banking Department to spread the culture of quality among

employees and make it a major goal for it.

6- The necessity to solve the problems related to customers and their opinions and
suggestions into considerations enhance the quality of banking services to achieve

customer satisfaction.

Key words: customer satisfaction, quality of banking service, commercial banks,

finance, economics.
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BANKACILIK HIZMETLERININ MUSTERIN MEMNUNIYETINE ULASMASINDA
KALITENIN ROLU: DUHOK CITY'DEKIi BAZI TICARi BANKALARDA AGIKLAMA
CALISMASI

Musteri, kurulugun hayatta kalmasini ve surekliligini saglayan en énemli unsurlardan
biri olarak kabul edilir, bu nedenle kurumlar musteriyi memnun etmeye c¢alisir. Musteri
memnuniyeti kalitenin ana hedefi haline geldiginden, kalitenin musteri memnuniyetini
saglamak igin hizmet dizeyini ylkseltmek icin bir hedef oldugu dusunuldaginde,
basarili kurum, agik prosedirler belirleyerek bodyle bir kurum tarafindan sunulan

hizmetler konusunda musterinin geri bildirimlerini dikkate almaktadir. ugragsmak

Musterinin memnuniyetini saglamak igin yuksek kalitede hizmet sunmaya yonelik

musgteri sikayet ve onerileri.

Son zamanlarda, 6zellikle ayni sektdrde calisan is organizasyonlarinin sayisinin
artmasi, uluslararasi ve kuresel pazarlarin genislemesi, mallarin boyut ve oranindaki
artis goz onune alindiginda, musteri memnuniyeti teriminin genis ve dikkat ¢ekici bir
gorunumu oldugu gorulmustur. ve her bir kurulugun, bu kuruluslarin ulagmak istedigi
ana hedef olarak kabul edilen musteri listesini tutmasini gerektiren hizmet c¢iktilari,
¢unkU bu kuruluglarin sureklilik, basari ve rekabet avantaji elde etme kabiliyetini

garanti eden temel nedenlerdir.

Mevcut zorluklarin i1s1ginda bankacilik hizmetlerinin kalitesi, 6zellikle tim dunyayi tek
bir pazar haline getiren ve organizasyonun gercek saplantisi haline gelen musteri
memnuniyetini saglayan kuresellesme isiginda, is alaninda rekabetgi bir silahtir. is
alaninda devam etmek. Kaliteye odaklanmayan kuruluslar pazardaki basarilarini ve

surekliliklerini garanti edemezler.

Bu calismada bankacilik hizmet kalitesi ve musteri memnuniyeti incelenmigtir.
Calismay! yuritmek igin bir ana arastirma sorusu ve bazi alt arastirma sorulari

belirlendi ve asagidaki gibi:

Duhok sehrinde bir dizi ticari bankada musteri memnuniyetinin saglanmasinda

bankacilik hizmetlerinin kalitesi rol oynuyor mu?

Alt arastirma sorulari
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1-Ticari bankalarda hizmet kalitesi kavrami nedir?
2- Ticari banka musterileri islemlerde hizmet kalitesinin dneminin farkinda midir?

3- Bankacilik hizmetlerinin kalitesi bankalar ve musterileri arasindaki iligkiyi gelistiriyor
mu?
4- Bankacilik hizmetlerinin kalitesi musteri memnuniyetini saglamaya yardimci oluyor

mu?

Bu c¢alisma, umut verici bir sekilde bankacilik hizmetinin kalitesini ve musteri
memnuniyetini arastirmanin yani sira, ulusal ekonominin ana sutunlarindan biri olan

ticari bankalar tarafindan temsil edilen hayati bir sektori ele almistir.
Calisma ayrica asagidakileri saglamaylr amacglamistir:

1- Bankacilik hizmetlerinin kalitesinin musterilerle yakin bir iligki gelistirmedeki

Oneminin vurgulanmasi.

2- Kurumlarda ve yoneticilerde karar alicilarin, genel olarak pazarlamada inovasyonun
onemi ve uygulanabilirligi ve 6zellikle bankacilik hizmetleri alanindaki roliintin farkinda

olmalarini saglamak.

3- Arastirmacilarin dikkatini daha ayrintili olarak arastirilacak konunun 6énemine

cekmek.
Hizmet kalitesine sahip bankalarin ulasabilecekleri varsayilmaktadir.

Arastirmanin 6érneklemini (133) Dohuk kentindeki ticari bankalarla ilgilenen
musteriler rastgele se¢gmis ve saha tarafinda veri toplamak igin bir anket olusturulmus
ve bazi istatistiksel yontemlerle sonuglar analiz edilmis ve hipotezler test edilmistir.
En 6nemli sonuglar asagidaki gibidir:

1- Cahsmanin 6Ornek bankalari tarafindan bankacilik hizmetinin kalitesine ilgi

duyulmaktadir.

2- Calisma ornek bankalarinin musteri memnuniyetini saglamaya ve istenen hedefe

ulagmak icin her turli cabayi gostermeye ilgisi vardir.

3- Sonuglar, musteri memnuniyetini saglamada bankacilik hizmet kalitesinin makro ve

mikro duzeylerinde korelasyon iligkisini de gostermektedir.



4- Bankacilik hizmet kalitesinin makro ve mikro duzeylerinin musteri memnuniyeti

Uzerinde etkisi vardir.
Calisma asagidakileri Gnermektedir.

1-Bankalarda c¢alisan bireylere, kaliteyi saglamada ve dolayisiyla mausteri

memnuniyetini saglamada 6nemli bir rolleri oldugundan dikkat edilmelidir.

2- Baz kisilerin gorusmede belirtildigi gibi egitim programlarindan yoksun olmasi
nedeniyle, banka departmanlarinin c¢alisanlarini uzmanlklarini ve geligimlerini

artirmak icin egitmeleri gerekmektedir.

3- Bankalarin, mugteri memnuniyetini saglamada bankacilik hizmetinin kalitesine
yonelik bir calisma mekanizmasi olarak c¢alisma planinda bir 6rnek almasini

Oneriyoruz.

4 - Calisma toplulugundaki bankalarin, musteri memnuniyetini saglamak amaciyla
musterilere sunulan hizmetlerin etkinligini ve kalitesini saglamak i¢cin zaman zaman

calismalar yapma ihtiyaci.

5- Bankacilik Departmaninin kalite kaltirinU ¢alisanlar arasinda yayginlastirmasi ve

bunu ana hedef haline getirmesi geregi.

6- Musterilerle ilgili sorunlari ¢ozme geregi ve gorus ve Onerileri dikkate alinarak

bankacilik hizmetlerinin kalitesini arttirmak.

Anahtar kelimeler: musteri memnuniyeti, bankacilik hizmet kalitesi, ticari bankalar,

finans, ekonomi.
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