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Abstract:

Our study aims to find out the reality of applying the dimensions of service
quality in banking institutions, as these dimensions are (tangibility, response,
reliability, empathy, and guarantee, and for this purpose our study was at the
level of the National Bank of Algeria (Saeeda Agency).

Accordingly, statistical data was collected by distributing a questionnaire to a
sample of 101 clients, which was identified using the statistical package
program (Spss V.20), where the results of this study found that there is an
application of service quality dimensions in the National Bank of Algeria (Saida
Agency).

Keywords: quality - banking - customer.
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