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Correlations

Ml S G 1(2) alal

Osm Jalaa JLd) .1

x1 X2 X3 x4 X5 X6 Y

Pearson Correlation 1 568" 581" 623" 495" 548" 767"
X1 Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000

N 117 117 117 117 116 117 116

Pearson Correlation 568" 1 692" 730" 625" 573" 867"
X2 Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000

N 117 117 117 117 116 117 116

Pearson Correlation 581" 692" 1 637" 663" 596" 857"
X3 Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000

N 117 117 117 117 116 117 116

Pearson Correlation 623" 730" 637" 1 696" 654" 869"
X4 Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000

N 117 117 117 117 116 117 116

Pearson Correlation 495" 625" 663" 696" 1 662" 834"
X5 Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000

N 116 116 116 116 116 116 116

Pearson Correlation 548" 5737 596" 654" 662" 1 7177
X6 Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000

N 117 117 117 117 116 117 116

Pearson Correlation 767" 867" 857" 869" 834" 717" 1
Y Sig. (2-tailed) ,000 ,000 ,000 ,000 ,000 ,000

N 116 116 116 116 116 116 116
**_Correlation is significant at the 0.01 level (2-tailed).

Eluigusdl 2
Jdo¥) gaall Fliigsidll <
Reliability Statistics
Cronbach's Alpha] N of Items
,931 26
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Reliability Statistics

Cronbach's Alpha | N of ltems

,804 4

JSS 5 il g S W <

Cronbach's Alpha N of Items
,940 30

Lapdl A Lailad clilas) .3

ouiad) e <
Sexe
Frequency | Percent [ Valid Percent Cumulative
Percent
female 28 23,9 23,9 23,9
Valid  male 89 76,1 76,1 100,0
Total 117 100,0 100,0
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sl eaa

age
Frequency Percent Valid Percent Cumulative
Percent
moine de 20ans 5 4,3 4,3 4,3
de 21 a 30 ans 45 38,5 38,5 42,7
de 31a40 44 37,6 37,6 80,3
\Valid de 41 a 50 ans 11 9,4 9,4 89,7
de 51 4 60 ans 7 6,0 6,0 95,7
superieur a 60 ans 5 4,3 4,3 100,0
Total 117 100,0 100,0
) gglwall Gua <
Niveaudétudes
Frequency Percent Valid Percent Cumulative
Percent
moyene 39 33,3 33,3 33,3
primare 10 8,5 8,5 41,9
Valid  seconderi 36 30,8 30,8 72,6
universitére 32 27,4 27,4 100,0
Total 117 100,0 100,0
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famile status

Lllal) sl s <

Frequency Percent Valid Percent Cumulative
Percent
maried 70 59,8 59,8 59,8
sélibeter 44 37,6 37,6 97,4
Valid
other 3 2,6 2,6 100,0
Total 117 100,0 100,0
i) pa Jaladl) s a <
période
Frequency Percent Valid Percent Cumulative
Percent
1 ans 16 13,7 13,7 13,7
delabans 52 44,4 44,4 58,1
de 6 210 ans 35 29,9 29,9 88,0
Valid
de 11 a 15 ans 4 3,4 3,4 91,5
superieur 16 ans 10 8,5 8,5 100,0
Total 117 100,0 100,0
i) L) Qo s <
choix
Frequency Percent Valid Percent Cumulative
Percent
2 1 9 9 9
placement 48 41,0 41,0 41,9
\Valid réputation 46 39,3 39,3 81,2
unecanseil d'un ami 22 18,8 18,8 100,0
Total 117 100,0 100,0
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Statistics
Ql Q2 Q3 Q4 Q5 Q6 x1
Valid 117 117 117 117 117 117 117
IN
Missing 0 0 0 0 0 0 0
J[Mean 3,74 3,75 3,95 3,32 3,95 3,01 3,62
Std. Deviation 1,131 1,106 1,049 1,236 1,097 1,297 77
dalaiey) s Ad paall daadl) Baga <
Statistics
Q7 Q8 Q9 Q10 Q11 x2
Valid 117 117 117 117 117 117
IN
Missing 0 0 0 0 0 0
[Mean 3,44 3,44 3,63 3,61 3,91 3,61
Std. Deviation 1,207 1,012 1,031 1,106 ,896 ,831
Alaiay) My a4 paal) daadld) 595 <
Statistics
Q12 Q13 Q14 Q15 Q16 x3
Valid 117 117 117 117 117 117
IN
Missing 0 0 0 0 0 0
[Mean 3,43 3,59 3,68 3,33 3,55 3,52
Std. Deviation 1,162 1,092 1,056 1,253 1,148 ,872
( ]
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Statistics
Q17 Q18 Q19 Q20 Q21 Q22 x4
Valid 117 117 117 117 117 117 117
[ Missing 0 0 0 0 0 0 0
IMean 3,91 3,91 3,76 3,50 3,61 4,03 3,78
Std. Deviation 974 ,896 971 1,142 1,042 ,760 ,662
calalatl) My cn 48 paal) daadl) 545 <
Statistics
023 Q24 Q25 Q26 x5
Valid 116 117 117 117 116
[ Missing 1 0 0 0 1
[Mean 3,72 3,30 3,48 3,60 3,54
Std. Deviation 1,070 1,184 1,111 1,145 ,832
eSand) Ly <
Statistics
Q27 Q28 Q29 Q30 X6
Valid 117 117 117 117 117
& Missing 0 0 0 0 0
|Mean 3,62 3,75 3,53 3,56 3,62
Std. Deviation 1,194 1,041 1,005 1,070 ,857
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ially e Manll Linj ool i) puEnter G il aaiall Jlasai) sl Gulsi S

Model Summary

i eaal) Aeaall 53sa" Jiisall

IModel R R Square Adjusted R Std. Error of the
Square Estimate
1 717° 514 ,510 ,598
a. Predictors: (Constant), y
ANOVA?

IModeI Sum of Squares df Mean Square F Sig.

Regression 43,125 1 43,125 120,459 ,000
1 Residual 40,813 116 ,358

Total 83,937 117
a. Dependent Variable: x6
b. Predictors: (Constant), y
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Coefficients?

IModel Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) ,266 311 ,857 ,393
y ,927 ,084 717 10,975 ,000

a. Dependent Variable: x6

StepWise A alaaiuly aamiall Jaa¥) L) Gudsi S thasedl) Gl cilusmdll il <

Model Summary

IModeI R R Square Adjusted R Std. Error of the

Square Estimate R Square Change
1 ,662° ,438 433 ,643 ,438
2 714" 509 501 ,604 ,071
3 727° ,528 ,515 ,595 ,019

a. Predictors: (Constant), x5
b. Predictors: (Constant), x5, x4

c. Predictors: (Constant), x5, x4, x1
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ANOVA?®
IModel Sum of Squares df Mean Square F Sig.
Regression 36,757 1 36,757 88,812 ,000°
1 Residual 47,181 116 414
Total 83,937 117
Regression 42,754 2 21,377 58,653 ,000°
2 Residual 41,184 115 ,364
Total 83,937 117
Regression 44,326 3 14,775 41,777 ,000¢
3 Residual 39,612 113 ,354
Total 83,937 117
a. Dependent Variable: x6
b. Predictors: (Constant), x5
c. Predictors: (Constant), x5, x4
d. Predictors: (Constant), x5, x4, x1
Coefficients®
IModeI Unstandardized Coefficients Standardized t Sig.
Coefficients
B Std. Error Beta
(Constant) 1,222 ,262 4,665 ,000
' x5 ,679 ,072 ,662 9,424 ,000
(Constant) ,348 327 1,064 ,290
2 x5 413 ,094 ,403 4,387 ,000
x4 479 ,118 372 4,056 ,000
(Constant) ,167 ,333 ,500 ,618
x5 ,393 ,093 ,383 4,216 ,000
K x4 ,353 ,131 274 2,701 ,008
x1 ,200 ,095 177 2,109 ,037

a. Dependent Variable: x6
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Abstract:

This study aims to identify the extent of the impact of the quality of banking
services on the satisfaction of Agriculture and Rural Development Bank customers
agency Mila - 834 - and find out the relative importance of the various dimensions of the
actress for the quality of banking services, the study included a random sample of the
bank's clients (117) individual client, and the study concluded that the overall quality of
the service level was high positive evaluation, but the impact varies from one after
another, the largest effect was after the sympathy and then dimension the safety and
tangibility, but in return did not has any impact in the post-reliability, dimension
responding to the wishes of customers.

key words: Service banking,Quality service banking, Satisfaction customers
Résume:

Cette étude vise a déterminer I'ampleur de l'impact de la qualité des services
bancaires sur la satisfaction de I'Agriculture et de la Banque de développement rural
agence de clients Mila - 834 - et de découvrir I'importance relative des différentes
dimensions de l'actrice pour la qualité des services bancaires, I'étude a porté sur un
échantillon aleatoire de clients de la banque (117) client individuel, et I'étude a conclu que
la qualité globale du niveau de service était haute évaluation positive, mais I'impact varie
d'un dimension l'autre, le plus grand effet était aprés la sympathie, puis dimension la
sécurité et la tangibilité, mais en retour, n'a pas

eu d'impact sur le post-fiabilité, aprés avoir répondu aux souhaits des clients.

Mots-clés:service bancaire, la qualité de Service bancaire,satisfaction de la clientéle




