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Abstract

This study aims to verify the quality level of services provided by the banks in Dohuk
City in terms of customers' viewpoint. The study adopted the attitudes of a sample of

related customers to conclude the results. The sample included 300 customer of AL -

Rashid and AL-Rafidain Banks; these were chosen randomly in order to collect the

information from the field. For this reason a questionnaire had been developed. Several

statistical tools examined the hypothesis of the study. The study concluded that there was a

positive evaluation for the high quality of services provided by the banks. In addition, there

was a variance in the relative importance concerning how consumers evaluate the quality

level of services provided banks.

The study recommends the need to maintain and improve the continuity of the quality

of services by the management of the banks in order to provide better services to

customers..

              
   

               
         

.

             
            

              
           

            

              
           

     
.

              
              

     



] [/)(

              

             
              

.

       
                

             
.

       
            

            

    .
         

          
                

            

            
.

-

               
              

             
               

               
            

             

          
         

  .

-

:



 ...][

.         

.

.              

.

.            

               
  .

..

-

:

.               

            
.

.            
        

.

.      
.

-

:

.         

.

.             

.

.            
.

.           
.

-

      
.



] [/)(

-

           
         

           

           %  
  .

            
          )

 ()()(
)(.

              

        
        

              
.

-
.

..

..

.ttt.

..

-
             

            

           
 .            

           )   
(.

              

          
:



 ...][

          

                
           

           
)http// www. Ipa.  edu sa(.

               

        )  
(.

Kotler, 1997, 55)(   
.

)Evans, 1993, 44(  

               
.

           
           

)(.

    )(       
       

               
)  .(

)Krajewski & Ritzman, 2000, 95(  
     

             

.
)Bank, 2000, 24(  

                
.

           

          
:)(

.               
.

.         
.



] [/)(

.           

.

.      

.

.        

             
       

.

-

            
              

           

             
.

             
          

              
              

                

            
             

.
             

            

 .  )Gronroose ,2000, 81(
:

             
      ATM   

              

                   
       

      
.



 ...][

               

            
            

       
.

           

                 
                 

              
)Payne, 1993, 147-154(.

         

           
     .     

        )  (
 :)(

.            
             

          

.

.              

.

.               

                
  .

               

             
 :)com.uarab4.www(

.  :         
            

               
         

              

               
              

             



] [/)(

              

             
               

(Carman,

1990 ,33-50))85-100Natarajan et. 1999,(.

.  :            

           
             

             
             

)com.arabu4.www(.

 .              
.

 .               
              

.

.              

.

-

              
             

.
)Kotler, 2000, 230(    

.
)Massy, 2003, 46(    

.

             
)Lovelock , 1996, 465(.

.:            
         

.

.     :         

.

.:.



 ...][

.:            

.

.  :         

            
.

.:            
.

.)(:           
              

            

  .

. :         

.

. :          

.

.:.

              
:(Parasurman & Another, 1988, 4- 12)

.:           
.

.:            

.

.:               

            
.

.:           
.

.:.
          

                

               
)Steven, 1995,160(.



] [/)(

-

  (Payne, 1996,

181).

.       :        
.

.     :         

.

. :.

.:.

.  :           

.

-

 .

 /%%%

-

-

-

-

- -- -

:

               

         %         
%       )-(   %    

)-(   %      )-(   %      

)-(%)(%.



 ...][

 .

%

-,

-,

-
:

          
, %           %

.

 .

%,,,,,

 :

              

 %             %
      %         ,%

     %   ,%     

,. %



] [/)(

.)(

----

%,,,

:

           )-(

   %            

)-(  ,)-(  ,%   
%%.

.

%,,,,,

 :

              

                

                 
      %      ,%  

   ,%     , %   
,.%

-
              

.



 ...][

.            

.

,

X7.,

X 8.,

X 9.,

,

X 10.,

X 11.,

X 12.,

X 13.,

X 14.,

,

X 15.,

X 16.,

                              ,

X17.,

X 18.,

X 19.,

X 20.,

X 21.,

X 22.,

X 23.,

X 24,

,

X 25.,

X 26.,

X 27.,

X 28.,

X 29       
.

,

X 30,

X 31.,

,

:    



] [/)(

           

       ,  
           ,    

            

             
.

     )t(         )t(
   ,      ,    

  %           
  .

.            

,

X7,

X 8,

X 9,

,

X 10,

X 11

X 12,

X 13,

X 14,

,

X 15,

X 16,

,

X17,

X 18.,

X 19.

X 20,



 ...][

X 21,

X 22,

X 23,

X 24            
.

,

,

X 25,

X 26,

X 27             ,

X 28,

X 29              ,

X 30,

X 31,

,

:          

          
              ,     

           

            ,   
               

  .
     )t(           )t(

   ,       ,    

  %            
             

  .

 .           

            

             
          :),–

,( =-,          



] [/)(

               

.
 .          

            

            

          )   
(         

              
       

            -

                 
  .

              
          

           

               
        )X27(    

,     ,     
         ,       

         )X17(  

      ,       ,   
                 

,              )X18(
         ,    

                
,.

             

           
       

               
),–,  .(

              

.



 ...][

X 7,,,X 20,,,

X 8,,,X 21,,,

X 9,,,X 22,,,

X 10,,,X 23,,,

X 11,,,X 24,,,

X 12,,,X 25,,,

X 13,,,X 26,,,

X 14,,,X 27,,,

X 15,,,X 28,,,

X 16,,,X 29,,,

X 17,,,X 30,,,

X 18,,,X 31,,,

X 19,,,----

:          

-

.             

               
.

.             
.

.               
.

.             

         
.

.           
                 

.



] [/)(

-

         
:

.               
            

               

  .

.          

            
                 

              
.

.     

             
  .

.             
     

          
  .

.       
.

.          

.

-
..

..

.             

               

.

.                 

.

.            

  .



 ...][

.          

.

.    

.

.             

.

.           

.

 .             

.

-
1. John, -Bank, The Essence Of Total Quality Management, New Jersey rentic-Hall,Inc.,

2000 .

2. Carman, J.,M.,Consumer Perception Of Service Quality, An Assessment of the

SERVQUAL Dimensions, Journal Of Retailing,Vol.,66 No.,1, Spring , 1990 .

3. Christofer, Lovelock, Service Marketing, 3rd. ed., prentices – Hall, Inc., New Jersey,

USA, 1996 .

4. J., R., Evans, (1993), Applied, Production & Operation Management, West Publishing,

Co., U. S.  A 1993.

5. C., Gronroos, The Perceived Service Quality Concept, A Mistake Managing Service
Quality 11, 3, 2000.

6. Http// www. Ipa, edu. sa.

7. Http// www.4uarab.com- 7

8. Lee J Krajewski., & Larry P.,Ritzman ,Operation Management, Strategy & Analysis,

Don Mills, Ontario, New York, Addison Wesley Publishing Company, 2000 .

9. Phillip Kotler , Marketing Management , Analysis , Planning ,
10. Implementation & Control , Prentice- Hall, New Delhi, India , 1997 .

11. Phillip Kotler, Marketing Management, Upper Saddle River, New Jersey, Prentice-

Hall, Inc., 2000.

12. William Massy, Honoring the Trust, Quality and Cost Containment Higher Education,

New York, Anker Publishing, 2003.

13. Natarajan, R., Balaram,A., & Raman, V., Continuous Improvement of Service

Operation, Application Of Service Template , Total Quality Management, Vol. 10 No.

6 , 1999 .

14. Parasurman, Valerie A., Zeithaml, & Leonard L.,Berry, Sarviqual: A multiple item

Scale of Measuring Customer Perception of Service Quality, Journal of Retailing, Vo.,

64, Spring , 1988.

15. Adrian Payne, The Essence of Marketing of Service, Englewood, Cliff, N., J., Prentice
–Hall Book Co., 1993.

16. Adrian Payne, the Essence of Service Marketing, Prentice- Hall, New York, 1996.

17. Baron Steven, & Kins Harris, Service Marketing, Macmillan Business, London, 1995.

http://www.4uarab.com

