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The Role of Electronic Banking Services in Increasing The
Level of Customer Satisfaction
(A Field Study on the Syrian Commercial Bank -Latakia Branch))

Dr.Nour eddine Hormuz"
Dr.samer Qasim
Ghaidaa Ibrahim Salman "~

(Received 29 /9 /2015. Accepted 1/12/2015)

O ABSTRACT O

The research aims at finding out the role of the electronic banking services provided
by the Commercial Bank of Syria in increasing customers' satisfaction, as well as focusing
on customers' satisfaction because of its importance and its role in achieving the
competitive advantage in the delivery of services in the banking sector, which represents
an area of competition between public banks and private banks. Also, it aims at stating the
extent of the employees' participation in the bank under study regarding their eagerness to
achieve customers' satisfaction.

At the end, the research presents a summary of the most important findings. It also
presents some proposals and recommendations that will further improve the level of
electronic banking services and achieving customers' satisfaction inorder to compete at a
global level through a field study using a questionnaire designed for this purpose.

Key words: Service Quality, Electronic banking services, customer Satisfaction.
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