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Abstract:

This study aims to assess the quality of banking services offered by Bank of Agriculture and
Rural Development from the standpoint of customers, through reliance on performance model
(Servperf) dimensions of the five, which focuses on measuring the actual performance of the
service provided to the client, and the problem of the study to try to measure the quality of
service Banking raise the level of quality of service, where the application of the model
through a form and distributed to a sample of 420 client of the bank's clients, was then
retrieved 405 form suitable for analysis, and later we process the data according to the
program (spss), and the results revealed a decline in the quality of banking services offered by
the bank, and the results also show a moderate to strong relationship between the overall
quality of banking services and various dimensions of quality, as the results indicate the

impact of the factors of customers to assess the quality of banking services.
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Descriptive Statistics

N

Mean

G\ .8

gl ol 2101 @By ol
Sl G2V 5 led) Law ) ok

Std. Deviation

mat1 405 3,5901 1,07855
tec2 405 3,3654 1,01708
des3 405 3,5506 1,07654
emp4 405 3,6296 1,08368
der5 405 2,9358 1,14140
pro6 405 2,9605 1,14901
cor7 405 3,0988 1,21465
tim8 405 2,8198 1,19388
fot9 405 3,3037 1,23846
rep10 405 3,4593 1,14384
vit1l 405 2,8963 1,15789
ser12 405 3,0074 1,09565
newl13 405 3,1037 1,19782
shal4 405 3,6000 1,02107
secl5 405 3,8000 1,03503
bsf16 405 3,9111 1,06334
bcol7 405 3,3654 1,18145
prio18 405 3,3235 1,10873
pers19 405 3,1802 1,09662
time20 405 3,3975 1,17839
bne21 405 3,4296 1,14022
bcp22 405 3,1852 1,14441
Tang 405 3,5340 ,81916
Reli 405 3,0237 ,96740
Resp 405 3,1167 ,96479
Assu 405 3,6691 ,89403
Empa 405 3,3032 ,92817
T 405 3,3293 , 78279
Valid N (listwise) 405
(=)
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Model Summary
Model R R Square Adjusted R Square Std. Error of the

Estimate

1 A73% 224 222 , 12254

a. Predictors: (Constant), tqs

Model Summary
Model R R Square Adjusted R Square Std. Error of the

Estimate

1 6682 447 445 72051

a. Predictors: (Constant), tqs

Model Summary
Model R R Square Adjusted R Square Std. Error of the

Estimate

1 ,606° 367 ,366 76844

a. Predictors: (Constant), tqs

Model Summary
Model R R Square Adjusted R Square Std. Error of the

Estimate

1 6172 ,380 379 , 70468

a. Predictors: (Constant), tqs

Model Summary
Model R R Square Adjusted R Square Std. Error of the

Estimate

1 6702 449 448 ,68973

a. Predictors: (Constant), tqs

Coefficients?®
Model Unstandardized Coefficients Standardized t

Coefficients

B Std. Error Beta

1 (Constant) 247 211 1,168
Tang ,628 ,058 473 10,783
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Coefficients?®
Model Unstandardized Coefficients Standardized t

Coefficients

B Std. Error Beta

1 (Constant) , 195 132 1,477
Reli , 750 ,042 ,668 18,036

a. Dependent Variable: tgs

Coefficients?®
Model Unstandardized Coefficients Standardized t

Coefficients

B Std. Error Beta

1 (Constant) ,338 , 146 2,321
Resp ,682 ,045 ,606 15,292

a. Dependent Variable: tqs

Coefficients?®
Model Unstandardized Coefficients Standardized t

Coefficients

B Std. Error Beta
1 (Constant) -,285 ,180 -1,584
Assu ,749 ,048 ,617 15,725
a. Dependent Variable: tgs
Coefficientsa
Model Unstandardized Coefficients Standardized t

Coefficients

B Std. Error Beta

1 (Constant) -,127 , 148 -,854
Empa
, 784 ,043 670 18,128

a. Dependent Variable: tgs

Coefficients?®
Model Unstandardized Coefficients Standardized t

Coefficients

B Std. Error Beta

1 (Constant) -,832 ,166 -5,021

Tf
,990 ,048 ,713 20,436

a. Dependent Variable: tgs
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Chi-Square Tests

Value df Asymp. Sig. (2-
sided)
Pearson Chi-Square 25,365 4 ,000
Continuity Correction
Likelihood Ratio 25,474 4 ,000
N of Valid Cases 405
Chi-Square Tests
Value df Asymp. Sig. (2-
sided)
Pearson Chi-Square 28,415° 16 ,028
Continuity Correction
Likelihood Ratio 32,971 16 ,007
N of Valid Cases 405
Chi-Square Tests
Value df Asymp. Sig. (2-
sided)
Pearson Chi-Square 33,4492 16 ,006
Continuity Correction
Likelihood Ratio 34,961 16 ,004
N of Valid Cases 405
Chi-Square Tests
Value df Asymp. Sig. (2-
sided)
Pearson Chi-Square 48,081°% 24 ,002
Continuity Correction
Likelihood Ratio 47,870 24 ,003
N of Valid Cases 405
Chi-Square Tests
[ =)



Value df Asymp. Sig. (2-

sided)
Pearson Chi-Square 31,461% 12 ,002
Continuity Correction
Likelihood Ratio 31,708 12 ,002
N of Valid Cases 405

Chi-Square Tests
Value df Asymp. Sig. (2-

sided)
Pearson Chi-Square 26,6182 12 ,009
Continuity Correction
Likelihood Ratio 26,626 12 ,009
N of Valid Cases 405
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