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Abstract.

This study aims to identify the bank’s customers’ assessment of the level of quality of
banking services provided to them, whether in terms of their expectations regarding
this or their awareness of the level of quality of banking services actually provided to
them, and to identify the relative importance of the factors use in their assessment of
the quality of services provided to them. The study was from all Jumhouria Bank
clients, Ajdabiya branch, and the researcher took a sample of Jumhouria Bank clients
located in the city of Ajdabiya, 150 questionnaire forms were distributed and the
number of missing ones was 25, and 15 forms were excluded because they had
deficiencies, and thus 110 questionnaires were analyzed and the study reached to the
following conclusions and recommendations The study aimed to measure the quality
of banking services in Jumhouria Bank Ajdabiya by identifying the difference
between the expectations and perceptions of the bank’s customers for the level of
services provided, according to the theory of the gap using the measurement model.
The study also aimed to identify the relative importance of the factors used by the
bank's customers when evaluating the quality of banking services provided to them
the results of the study concluded that: its weak by the bank from the point of view of
the bank's customers. And also the difference in the relative importance of the criteria
used by customers when evaluating the quality of service differed, as it came after
reliability in the first place, followed by response, then after trust, sympathy, and
finally after tangible elements.
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