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Abstract

With the globalization of banking services, competition between barkmbeased and
the need to high their services from other rivals appeared. rasult, new idea of quality
and assurance from the costumers point of view of these banks, engehtad been a lot
of studies to measure the quality of banking services, therenfyea few stadies that
focused on the measurment of the communication quality of the provided banking sevices.

This is the first quantitative study in Mila, provice whichsn@med at exploring the
different points of view of the « ABDR » clients about the commatita quality to
provide the servises, according to a communication quality megsuorodal which
includes two major dimentions: verbal communication and non-verbal one. Intorde
achieve this purpose, i’ ve distributed 412 form on a sample of cladtes the following-
up, 400 identifications have been retired and treated by using tigicahiprogramme
SPSS.

A very interesting results have been showed by these tesbottorof researchers and
practitioners. It shows the communication quality of the provided sepléces leval for
the « ABDR » clients point of view in Mila is meduim , ivealed also the existence af
statistically significant effect of both verbal communicatiord aaon-verbal one on the
global communication quality of the provided service, the resulthisfresearch also
presented that the differences in clients assessement was faotten of statistical
variable age, occupation, the during of dealing with the bank or even hew aients
visit it. It was infact according to the variable of scientific qualifmat

Keywords: banking service, service encounter, quality, communication, @oication
quality.
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