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Abstract

This study aimed to evaluate the quality of banking services in
commercial banks by comparing the service quality between Al Baraka Bank
Algeria and the Algerian Foreign Bank.

The study used six criteria: (1) the general appearance of the bank, staff,
and equipment; (2) reliability; (3) responsiveness; (4) security; (5) empathy; and
(6) the quality and excellence of services. To achieve this, the descriptive-
analytical method was adopted, and a questionnaire was used as the data
collection tool, distributed to a sample of 100 clients from both banks — 50
questionnaires for clients of Al Baraka Bank Algeria and 50 for clients of the
Algerian Foreign Bank. The data collected was analyzed using the Statistical
Package for the Social Sciences (SPSS).

The study reached the following results:

-There are significant differences between the quality of banking services in
Islamic banks and commercial banks based on the reliability criterion, as
indicated by the formal dimension at the level of significance.

There are no significant differences between the quality of banking services in
Islamic banks and commercial banks based on the responsiveness criterion, as
indicated by the formal dimension at the level of significance.

There are no significant differences between the quality of banking services in
Islamic banks and commercial banks based on the security criterion, as indicated
by the formal dimension at the level of significance.

There are no significant differences between the quality of banking services in
Islamic banks and commercial banks based on the empathy criterion, as
indicated by the formal dimension at the level of significance.

There are no significant differences between the quality of banking services in
Islamic banks and commercial banks based on the service quality criterion, as
indicated by the formal dimension at the level of significance.

Keywords: General appearance of the bank, staff, and equipment; reliability;
responsiveness; security; empathy; service quality; banking services.
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Reliability Statistics
Cronbach’s Alpha N of Items

.939

26

Reliability Statistics
Cronbach’s Alpha N of Items

.515

Reliability Statistics
Cronbach’s Alpha N of Items

.799

Reliability Statistics
Cronbach’s Alpha N of Items

.788

Reliability Statistics
Cronbach’s Alpha N of Items

.950

Reliability Statistics
Cronbach’s Alpha N of Items

.845

Reliability Statistics
Cronbach’s Alpha N of Items

.866
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Epmasedd) SO g OS5 104 43y 3ol

Statistics
i) e Jalall il Jalaiil 320 el (5 sivuall
A sl N Valid 41 41 41
Missing 0 0 0
A ol A8l ety N Valid 41 41 41
Missing 0 0 0
Qwiad)
Cumulative
Sl aa Jaladll Freguency Percent Valid Percent Percent
Gl Al el Valid By 24 58.5 58.5 58.5
il 17 41.5 41.5 100.0
Total 41 100.0 100.0
Al el A, Gy Valid )8 41 100.0 100.0 100.0
Bda Jaladl)
Cumulative
i) e Jaladl) Frequency Percent Valid Percent Percent
@Al il il Valid Jil (g 5 <l s 21 51.2 51.2 51.2
ST e B & s 11 26.8 26.8 78.0
ST e 10 < sin 9 22.0 22.0 100.0
Total 41 100.0 100.0
Gl AS ey Valid Ji (e 5 <l s 1 2.4 2.4 2.4
ST e 10 & i 40 97.6 97.6 100.0
Total 41 100.0 100.0
s Sl (paslaill
Cumulative
Sl xa Jalaill Freguency Percent Valid Percent Percent
Gl il valid  dawsie 5 12.2 12.2 12.2
g5 20 48.8 48.8 61.0
sl 16 39.0 39.0 100.0
Total 41 100.0 100.0
Al AS ey Valid (s 4 9.8 9.8 9.8
Lo i 8 19.5 19.5 29.3
ESIES 29 70.7 70.7 100.0
Total 41 100.0 100.0
(7]



Al e el

Statistics

ISV a8 JLedd) G Joedd) ) ledd) edd el uldl el

ARl sl N Valid
Missing
Mean
Std. Deviation
A el A, ety N Valid
Missing
Mean

Std. Deviation

41

0
3.7866
.70614
41

0
3.7378
.07809

41
0

3.7012
59744

41
0

4.7256
.21509

41

0
3.3854
.82509
41

0
4.0585
.12037

41

0
3.9024
.87478
41

4.3049
.45932

41

0
3.4512
.78505
41

3.8232
.23877

41

0
3.5659
.84959
41

3.9707
.20279

Shylall 1Ly Sllawgze 1(04) o3, gl

S

Statistics
N
Valid Missing Mean Std. Deviation

ol 82 0 1.21 408

Jalzill 300 82 0 2.33 .876

=) (5 sinal) 82 0 3.29 .909

i) e Jalaill 82 0 1.50 .503

A jacdy il 181l il pesl 82 0 3.67 721
Al dal L

il alasin dlee ol il axiy 82 0 3.82 .862
sl

Al Conlia Slil) 28 50 82 0 4.11 .567

Lia Cilana g 5 gl clid) lliay 82 0 3.45 932

el 8 ) gaSaia lially 5 ))aY) ik e 82 0 3.89 .786
5 e Jgl (e Aol

Lalal) e slaall 4y o el Jailay 82 0 4.40 .992
#azlly

A2 Aeadll el i g el saay 82 0 4.13 .828

Al e aaiaiy g bl J gl oSa 82 0 4.43 .832

Lol (g3 gl 3 daxdl) e Juaas 82 0 3.66 1.068
OSae g peall

lilall e il Lesdl) Sl iy 82 0 3.49 878
<Y IR (e

ile ) aufi il Lgassy Al cilardl) 82 0 3.95 .859
Slilala

Alalal) agllecly @li) il so Jladi) aiay ¥ 82 0 3.71 .923
eSlall lLllal &y ) il) Alail) e
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L.é @M\ Gileadll ﬁﬁs.a el ya) fu.ﬁi 82
25yl 5 ASladly il

OlielaYL ¢l iy i) 3 JLdin) s 82

i) ok ga 85 50 45 Sl 82

i) 138 e Jabell 8 Glall e 82

GLall e Sl Ly sy A O llaal) la 82
ohlaall

O b s ¢ Daal) cilaliia) (il gall agdlh 82
Leisiad

Uil 5y IS Aas Mg Aa g3 82
Lol o duand Ly

A el s e Janally odaall L) S 82
Leia LTV g darall

JSLadll da e Jaanll i) 510) 2o los 82
gl o il gl Calia

835 (5 sy A el cleadl) el andy 82

¢ Slaxl) Glalia) uﬁaj)m Q&A\y}

a5 Cllae any b e (e Ciany B e 82
gl 3508]) L oy i) U G laral)
O e Mheall lasall s Adee il Jguus 82

LY (i 4esn s g5 b DA

aabia )
5 jadia Ciledd i) iy 82
4 yaal)l cileadll e Lia Il (e g g3 an g 82
il (e Lol
I Sl 82
Sl bl 82
G Ll 82
&l 82
JEMAEN R PPN 82
JEFCIIA{ S IPON | 82
B ylaiusY! 82

o o o o

o

o O o o o o o

3.80

4.16

4.05

4.18

4.02

3.76

3.59

3.45

3.76

3.91

3.61

3.43

3.83

4.06

3.7622

4.2134

3.7220

4.1037

3.6372

3.7683
3.8678

.853

745

.784

q72

.801

.639

.816

.756

713

.804

.857

.703

.663
.947

49985
.68168
.67678
72324
.60623
.64672
.50903

el aigdl jlast 1(05) (3, gl

One-Sample Kolmogorov-Smirnov Test
oY Jrad) S el M el ad ) lmall sl i) udldl )

S

N 82
Normal Parametersab Mean 3.7622

Std. Deviation .49985

Most Extreme Differences Absolute .320
Positive .229
Negative -.320-

(
.

82

4.2134
.68168

.199
124

-.199-

79

82
3.7220
.67678

.282
.216
-.282-

82
4.1037
72324

.236
191
-.236-

82
3.6372
.60623

.215
.189
-.215-

82
3.7683
.64672

.276
.203
-.276-

]
)



Test Statistic .320 .199 .282 .236 .215 .276
Asymp. Sig. (2-tailed) .000°¢ .000¢° .000¢ .000¢ .000¢ .000¢
a. Test distribution is Normal.
b. Calculated from data.
c. Lilliefors Significance Correction.
Sl A L) 1(06) 03y sl
ANOVA
3 jlaiat
Sum of Squares df Mean Square F Sig.
Between Groups 4.554 1 4.554 22.171 .000
Within Groups 16.434 80 .205
Total 20.988 81
ANOVA
Sum of Squares df Mean Square F Sig.
Y Jedl) Between Groups .049 1 .049 .193 661
Within Groups 20.189 80 .252
Total 20.238 81
S Ll Between Groups 21.512 1 21.512 106.707 .000
Within Groups 16.128 80 .202
Total 37.640 81
Gl Ll Between Groups 9.290 1 9.290 26.723 .000
Within Groups 27.811 80 .348
Total 37.100 81
&N bl Between Groups 3.320 1 3.320 6.802 .011
Within Groups 39.049 80 .488
Total 42.369 81
sl Ll Between Groups 2.836 1 2.836 8.424 .005
Within Groups 26.933 80 .337
Total 29.769 81
oudbad) L) Between Groups 3.360 1 3.360 8.809 .004
Within Groups 30.517 80 .381
Total 33.878 81
[ 8]






