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ABSTRACT

ASSESSMENT OF SERVICE QUALITY AND JOB SATISFACTION IN DEALING WITH
COMMERCIAL BANK CUSTOMERS, A STUDY IN ERBIL GOVERNORATE - IRAQ

The problem of the study was that total quality management poses a great challenge
for banks to achieve a competitive advantage. Therefore, they must excel in the
banking services provided to their customers to achieve their satisfaction, and to
develop the skills of its employees. In order to avoid this problem, the study aimed at
calculating the strength of approval and rejection and some statistical criteria for the
impact of customer interaction on the quality of banking service in private banks, as
well as calculating the strength of approval and rejection and some statistical criteria
for the effect of job satisfaction on the quality of banking service, and in order to reach
this goal the hypothesis that the quality of The service has an impact on banking
transactions and that job satisfaction effectively affects banking performance and the
guality of service provided to customers. To analyze and test the hypotheses of the
study, the researcher used the (MINITAB) program, through which he reached a
number of results, the most important of which is that private banks seek to reach the
quality of service by relying on the contents of the quality dimensions, and the study
showed that the banking organizations researched use the concepts of tangible
dimensions (the physical aspects of service) ), Trust, assurance (which refers to
gaining the customer’s reassurance and loyalty) and reliability (accuracy in providing
a reliable service) over its application to other dimensions. Private banks have also
endeavoured to provide stable and timely banking service performance more than
government banks sought this advantage. Based on these results, the study
recommended a number of recommendations, including 2. The need to pay more
attention to the concepts of service quality provided by each bank by establishing a
specialized department consisting of offices that specialize in each dimension of
service quality. And activating the role of the various print, audio-visual media to inform
the public of the importance of banking services and promote programs that stimulate
cooperation with the bank. And the need for government and private banking
organizations to cooperate with obtaining prior approval from the Ministry of Finance
to conduct research, facilitate the task of research, and not set restrictions for
researchers to conduct research, and all procedures related to obtaining the
guestionnaire approvals, as the final outcome of the research is for the benefit of the
banking organizations and the Ministry.

Keywords: evaluation, service quality, job satisfaction, customers, commercial banks.
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TICARI BANKA MUSTERILERIYLE ILISKILERDE HiZMET KALITESI VE i$
TATMINININ DEGERLENDIRILMESI, ERBIL VALILiGi - IRAK'TA BIR GALISMA

Calismanin sorunu, toplam kalite yonetiminin bankalar igin rekabet avantaji elde
etmede buyuk bir zorluk teskil etmesidir, bu nedenle musterilerin memnuniyetlerini
saglamak ve calisanlarinin becerilerini gelistirmek igin musterilerine sunulan
bankacilik hizmetlerinde mukemmel olmalari gerekmektedir. Bu sorunun o6nune
gecebilmek icin calisma, 6zel bankalarda musteri etkilesiminin bankacilik hizmet
kalitesi Uzerindeki etkisine iliskin onay ve ret gucinu ve bazi istatistiksel kriterleri
hesaplamayi, ayrica onay ve ret gucunu hesaplamayr amacglamistir. is
memnuniyetinin bankacilik hizmet kalitesi Uzerindeki etkisine iligkin istatistiksel
standartlar ve bu amaca ulasmak icin hizmet kalitesinin bankacilik islemleri Gzerinde
bir etkisi oldugu ve is memnuniyetinin bankacilik performansini ve hizmet kalitesini
etkili bir sekilde etkiledigi hipotezi gelistirildi. musterilere saglanir. Arastirmanin
hipotezlerini analiz etmek ve test etmek igin arastirmaci, bir dizi sonuca ulastigi
(MINITAB) programini kullanmigtir. kalite boyutlari. ), glven ve glvence (musteri
guvenini ve baglihgini kazanmay! ifade eder) ve guvenilirlik (guvenilir bir hizmet
sunmadaki dogruluk) diger boyutlara uygulanmasindan daha fazladir. Ozel bankalar
ayrica, devlet bankalarinin bu 6zelligi aradigindan daha fazla, bankacilik hizmetinin
istikrarll ve zamaninda performans goéstermesini saglamaya ¢alistilar. Bu sonuglardan
hareketle calismada, 2. Hizmet kalitesinin her boyutunda uzmanlagsmis ofislerden
olusan uzmanlasmis bir departman kurularak saglanan hizmet kalitesi kavramlarina
her bankanin daha fazla dikkat etmesi gerekliligi dahil olmak Gzere bir takim Onerilerde
bulunulmustur. Kamuoyunu bankacilik hizmetlerinin 6nemi hakkinda bilgilendirmek ve
banka ile igbirligini tesvik eden programlari tesvik etmek igin cesitli yazili, sesli ve
gorsel medyanin rolinU etkinlestirmek. Kamu ve 6zel bankacilik kuruluslarinin
arastirma yapmak, arastirma gorevini kolaylastirmak ve arastirmacilara arastirma
yapma kisitlamasi getirmemek icin Maliye Bakanligi'nin on onayini alarak isbirligi
yapmalari ve anket onaylarinin alinmasina iligkin tum iglemler. , arastirmanin nihai
sonucu olarak bankacilik kuruluglarinin ve Bakanhgin yararinadir.

Anahtar Kelimeler: degerlendirme, hizmet kalitesi, is tatmini, musteriler, ticari
bankalar..
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