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O ABSTRACT 0O

This research aims at evaluating Service Quality at private banks at Al-Raqga
governorate. The findings of research, which conducted for 8 months, has revealed that
that "tangibility" 1is the most existence dimension, while "reliability" is the less existence
dimension. In fact, the research is based on SERVPERF scale “perceive service quality”;
also the research reveals that demographic factors play a significant role in Service
Quality at private banks at Al-Raqga governorate, particularly (Gender, Business Sector,
Age). This results come to surface after statistical analysis based on ANOVA &
Regression analysis applied on a random sample consisting of 37 clients from privates
banks at Al-Raqqa governorate.
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Talaie Yl ety de yu Cabalaill oY Joaldl yaliall
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SERVPERF (ulia slagf i (1) ad) Jsi
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One Way ANOVA i) (1)

.Slua gl LEaYOne Way ANOVA Culal) salal Jilas ladly sl o8

339as aldl paliall G — %5 = AV (goiue dic — dlias) AV @Y ADLe 2a g Y JGYI Ll

A8l Alklan 8 Galal) g Uaill Cijlian lasi il 200 2axsl)

(enil) ) Apalal) pualind) snd caila) galal culial) Julas (6) ad Jgoa

Sum of
Squares df Mean Square F Sig.
Between Groups 12.944 9 1.438 17.975 .000
Within Groups 2.184 27 .080
Total 15.128 36

(SPSS galiy Aoy i) Julas o ol Gl dae) Ga ) 1 jdaal)

3eas Gle pal 3 J¥1 dadl gyl Jiis Wl P = 0.000< @ = 0.05 Jwia¥) dad G ddaadlay
Al Asilae Cajlias Leadin 4N Zaddll agn 5 Apalall ualiall oy Ailian) A2 ) ADle

3aga 5 dnlacy) Gu — %5 = ANV) Gsiue die — dilas) AVY ) ADe aags Y 2 U o )
A8l Asilas b alad) g Uadll Cajlias Lt ) 400 daaal

Lalaiey) s quilad) galal cubl) Jalas ((7) ad) Jgaa

Sum of
Squares df Mean Square F Sig.
Between Groups 12.520 11 1.138 10.908 .000
Within Groups 2.609 25 104
Total 15.128 36
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Sle pay @il A dadl Gl Jas W P = 0.000 < a = 0.05 Jwia! ded & ddaadla
o oalal) g lhill Cijlas leadi ) KD 4odl 35ms dnldieY) Gp dglas) AN) b WDle 35,
L3 Aadlas

i) Aegu i — %5 = AN (g de — Aglas) AN I3 ADAe aag Y o CB
A Asilae b Galal) ¢ Uaill Gijlina Leadii i) 4080 adall 535a

Alaia) A a2l el atal ol Jilad ( 8) 4 Jsia

Sum of
Squares df Mean Square F Sig.
Between Groups 13.147 9 1.461 19914 .000
Within Groups 1.981 27 .073
Total 15.128 36

( SPSS galiy; Aaalsy Gl Jalat o gy Gaall das) e ) ¢ Jdeaal)

Sle oai A el Jadl (el Jas i P o= 0.000 < @ = 0.05 JwiaY) ded G il
& oalal) g Uadl) Gijlias g ) A0S0 Laadll 535m 5 laial) deju G Ablas) AV il ADe a5
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A Alailas 8 alal) g Uil Cojlias Lgadi ) 440

Ol cailal) (galal cplall Jutas ((9) o) g

Sum of
Squares df Mean Square F Sig.
Between Groups 11.134 10 1.113 7.247 .000
Within Groups 3.994 26 154
Total 15.128 36

( SPSS galiy dauly i) Jilad e ol Gaaldl dlae) () 1 )

I5as e paly @l bl Gl Gl Jids 1 P = 0.000 < a = 0.05 Jlaa¥) ded Gl ddaadly
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cialail) aad cailad) galal Gulall Julas ((10) &8 Jgaa

Sum of
Squares df Mean Square F Sig.
Between Groups 11.819 12 .985 7.143 .000
Within Groups 3.309 24 138
Total 15.128 36

( SPSS galiy; Ahaalsy i) Jalat o gy Gaalll dae) ¢ha ) 1 Jdecaal)

Slo pal il Gselal) Jaadl Gyl Jis Wl P = 0.000 < a = 0.05 Jwiay) ded G daadla
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U P PR POV I ARG [

asnial) jlasiy) HLas) Judas (11) a8 Jan

Unstandardized Standardized

Coefficients Coefficients
Model B Std. Error Beta t Sig.
culil) -.409- .085 -4.829- .000
Akl jualiall 182 022 172 8.404 .000
Lolaey) 227 .023 .280 9.765 .000
Llaiay) 244 024 285 10.140 .000
S .185 .029 218 6.445 .000
Calalatl) .248 .031 .261 8.049 .000

( SPSS zali Ahaulsy liad) Jelad o Uy aalyd) Mas) (e ) 1 el

b oh LS il laad) 2 3ses ) Jeasill oS
9 =-0.409 + 0.182 X;+0.227X, +0.244X5+ 0.185 X, + 0.248 X5

bl X ¢ gla¥) X, ¢ Alaial) X ¢ Aalaie ) X, ¢ alal) paliad) X (%)
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