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����  ABSTRACT   ����  

 
The purpose of this search is to identify the relationship between the expected and 

perceived service quality dimensions on customer loyalty in the Syrian banking sector. In 

this search, the searcher used service quality dimensions (Tangibles, Reliability, 

Responsiveness, Assurance and Empathy) for studding its relationship with customer 

loyalty.  

A survey study of bank customers in Syrian Coast was conducted; the total number 

of valid questionnaires was 384. Reliability and validity were tested. 

The findings of this search were: 

• There are significant differences between the expectations of customers of 

commercial banks in the Syrian coast to the dimensions of quality of service, and 

awareness of these dimensions. 

• There is a significant relationship between customer expectations for service 

quality dimensions, and their loyalty to the commercial banks in the Syrian coast. 

• There is a significant relationship between customer perception of service quality 

dimensions, and their loyalty to the commercial banks in the Syrian coast.  

 

 

 

Keywords: Perceived Service Quality, Service Quality Dimensions, Banking Service, 

Customer Loyalty, 
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Paired Samples Statistics 

 Mean N Std. Deviation Std. Error Mean 

Pair 1 x1 3.7096 384 1.24260 .06341 

y1 3.4720 384 1.00116 .05109 

�
Paired Samples Correlations 

 N Correlation Sig. 

Pair 1 x1 & y1 384 .726 .000 

�
Paired Samples Test 

 

Paired Differences 

t df 

Sig.  

(2-tailed) Mean 

Std. 

Deviation 

Std. Error 

Mean 

95% Confidence Interval 

of the Difference 

Lower Upper 

Pair 1 x1 - y1 .23763 .86017 .04390 .15132 .32394 5.414 383 .000 
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Paired Samples Statistics 

 Mean N Std. Deviation Std. Error Mean 

Pair 1 x2 3.7417 384 1.13815 .05808 

y2 3.5479 384 .95014 .04849 

�
Paired Samples Correlations 

 N Correlation Sig. 

Pair 1 x2 & y2 384 .854 .000 

�
Paired Samples Test 

 

Paired Differences 

t df 

Sig.  

(2-tailed) Mean 

Std. 

Deviation 

Std. Error 

Mean 

95% Confidence Interval 

of the Difference 

Lower Upper 

Pair 1 x2 - y2 .19375 .59340 .03028 .13421 .25329 6.398 383 .000 
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Paired Samples Statistics 

 Mean N Std. Deviation Std. Error Mean 

Pair 1 x3 3.5814 384 .92896 .04741 

y3 3.7572 384 1.15781 .05908 

�
Paired Samples Correlations 

 N Correlation Sig. 

Pair 1 x3 & y3 384 .373 .000 

�
Paired Samples Test 

 

Paired Differences 

t df 

Sig.  

(2-tailed) Mean 

Std. 

Deviation 

Std. Error 

Mean 

95% Confidence Interval 

of the Difference 

Lower Upper 

Pair 1 x3 - y3 -.17578 1.18328 .06038 -.29451 -.05706 -2.911 383 .004 
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Paired Samples Statistics 

 Mean N Std. Deviation Std. Error Mean 

Pair 1 x4 3.4995 384 1.04709 .05343 

y4 3.7776 384 1.04500 .05333 

�
Paired Samples Correlations 

 N Correlation Sig. 

Pair 1 x4 & y4 384 .330 .000 

�
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Paired Samples Test 

 

Paired Differences 

t df 

Sig.  

(2-tailed) Mean 

Std. 

Deviation 

Std. Error 

Mean 

95% Confidence Interval 

of the Difference 

Lower Upper 

Pair 1 x4 - y4 -.27812 1.21046 .06177 -.39958 -.15667 -4.503 383 .000 
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Paired Samples Statistics 

 Mean N Std. Deviation Std. Error Mean 

Pair 1 x5 3.4180 384 1.02408 .05226 

y5 3.5944 384 .97490 .04975 

�
Paired Samples Correlations 

 N Correlation Sig. 

Pair 1 x5 & y5 384 .261 .000 

�
Paired Samples Test 

 

Paired Differences 

t df 

Sig.  

(2-tailed) Mean 

Std. 

Deviation 

Std. Error 

Mean 

95% Confidence Interval 

of the Difference 

Lower Upper 

Pair 1 x5 - y5 -.17643 1.21577 .06204 -.29842 -.05445 -2.844 383 .005 
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Correlations

1 .378**

. .000

384 384

.378** 1

.000 .

384 384

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

X

L11

X L11

Correlation is significant at the 0.01 level
(2-tailed).
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Model Summary

.378a .143 .140 .89227

Model
1

R R Square
Adjusted
R Square

Std. Error of
the Estimate

Predictors: (Constant), Xa. 
�

ANOVAb

50.614 1 50.614 63.574 .000a

304.126 382 .796

354.740 383

Regression

Residual

Total

Model
1

Sum of
Squares df Mean Square F Sig.

Predictors: (Constant), Xa. 

Dependent Variable: L11b. 
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Coefficientsa

2.240 .187 11.969 .000

.403 .051 .378 7.973 .000

(Constant)

X

Model
1

B Std. Error

Unstandardized
Coefficients

Beta

Standardized
Coefficients

t Sig.

Dependent Variable: L11a. 

�
�v���
�	
��
�*�����-H���7
�'����	
�vH����1�0�O(����_����	
��
�0E����@
���	
ilii��

��E$:��

��
���
�������"4����������gJ��������J�;����
���%�{	��������4�#��
�&�/�A�f��
��������
&������C������

F������I
;����F��M�
���������4����Hn8!Go:F��M�
��������������
@������$�Hn!ns����������Q�������$��������)
��H
F^!^^^F��M�
�������4������
������������
���\f
�;�����(&���Q����� =���3��\H^!d:8F�����
������N���/�A�Hd:!8x�H

���M���� ���)2� �"#
4�������M����/�A�3������ �4
����)2� ���
�����,�
#�"�� .������ .%��)2� �"#
4������
�����
�O�
��������������������
���\�
��4���)2�	�k��+��������������/(���
���\�������������
��'�,�
#�����	
�.��$

� =����
�����)2��&k���������������
��'�,�
#����.��$��.%�.�������
���������M"��7�4�\}bcU����M������	@�
F^!8o9F��������%����\HcF��M�
���������4����Ho!so8���������/"$��)
��\H��F��M�
������������]!G9�H�Q�������$

F���%�^!^d������������ =���
���\H}�3�
�����������F^!:^8H!��
�0�	�/"$� f.
����5+�������J�2�P2�����e
A	
�'������H
	
����J	
���\���������������$�0
�
������N���3�

3�������4
����)2����
�����,�
#�"��+@C%�������5�������������
��'�.�������
������
�J	�J	
� ���H
	
� ��e
A	
�+@C%�� ����� 5������� ����� �
��'� .������ 0���A� ���� ������� ���$� 0
�
� ����� �

4
����)2����
�����,�
#�"�!3���������
�@'����	
�
�x��	
F��������������
��'�.������0���A�H!��

@d���	
�
�x��	
�F����
�����,�
#�"��.������.%��ddH��
���J�;"�����4�%���-
���%����"4����������
������&�
&������C������)"��
����

��
����
�'���	
"$ ����e
A�	�S���
�
�'�����vH������H
	
��J	
�J	��

Correlations

1 .813**

. .000

384 384

.813** 1

.000 .

384 384

Pearson Correlation

Sig. (2-tailed)

N

Pearson Correlation

Sig. (2-tailed)

N

F

L11

F L11

Correlation is significant at the 0.01 level
(2-tailed).
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Model Summary

.813a .661 .660 .56077

Model
1

R R Square
Adjusted
R Square

Std. Error of
the Estimate

Predictors: (Constant), Fa. 

��
ANOVAb

234.617 1 234.617 746.100 .000a

120.123 382 .314

354.740 383

Regression

Residual

Total

Model
1

Sum of
Squares df Mean Square F Sig.

Predictors: (Constant), Fa. 

Dependent Variable: L11b. 

�
Coefficientsa

.119 .134 .892 .373

.983 .036 .813 27.315 .000

(Constant)

F

Model
1

B Std. Error

Unstandardized
Coefficients

Beta

Standardized
Coefficients

t Sig.

Dependent Variable: L11a. 
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