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Abstract:

This research aims to determine the impact of banking service quality on customer satisfaction, using
the five dimensions service performance measure (Servperf’) .

In order to assess the impact of banking service quality in customer satisfaction were distributed

357 questionnaires to sample customers of commercial banks for Constantine city. The results have
concluded that there is a significant positive effect between banking service quality and customer
satisfaction, and the research reached a number of recommendations aimed to improving banking service
quality provided.
Keywords: banking service, the dimensions of banking service quality, customer satisfaction, model

Servperf, commercial banks
(JEL) Classification : G2, M31,C12
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